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LEADERSHIP, ACTION, RESULTS 


In November 2005, Parliament voted to amend Part VII of the 
Official Languages Act to require all federal institutions to take 
positive measures to enhance the vitality and development of 
official language minority communities, and to promote the 

use of English and French. It was a triumph for the late Senator 
Jean-Robert Gauthier; it was something he had worked for years 
to achieve, and the bill was finally passed after his retirement. 


Now, six years later, many federal institutions still express 
uncertainty about the meaning of the Act as it stands now. 
What are positive measures? What constitutes promotion? 
How do we achieve the objectives of Part VII? 


Four years ago, | proposed three guiding principles for federal 
institutions seeking to meet their obligations under Part VII of 
the Act: the need for every institution to develop a Part VII reflex, 
the importance of engaging citizens and communities, and the 
requirement of a continuing process for improving programs and 
policies. These three principles are just as relevant today. 
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We know that some federal institutions have been taking 
positive measures that benefit official language communities, 
but many are still unclear about what their responsibilities entail 
in practice. In the first three chapters of the 2010-2011 annual 
report, we develop a number of themes concerning Part VII 
obligations, and | hope that this will clear up some of these 
misunderstandings and will help public servants and official 
language communities alike to translate their ideas of positive 
measures into reality. 


Some federal institutions find the obligation to promote the 

use of English and French even more nebulous. Successive 
governments have acted as if the sound of the other official 
language were offensive to those who do not speak it, and 

have limited their promotional activities accordingly. This often 
constitutes language policy by stealth: governments intervening 
to assist official language communities—but making sure that this 
happens without the majority communities being aware of it. 


This approach overlooks the steady growth in support for 
Canada’s experience with linguistic duality over the past four 
decades and underestimates Canadians’ maturity and generosity 
of spirit. 


With Canada welcoming a quarter of a million newcomers every 
year, it is essential to have a continual process of promotion 

of and public education about the place of our two official 
languages of communication. These new citizens will, over 

two or three generations, integrate fully into either the 
English-speaking or French-speaking communities. 


In Chapter 1 of this year’s annual report, we identify some of 
the challenges facing official language communities. 


Clearly, some people in federal institutions are asking 
themselves, “What are we doing to make sure we are reaching 
out to official language communities in our day-to-day 
operations?” This is especially important in periods of change 
and innovation: new programs are developed; existing programs 
are modified, streamlined or eliminated; offices are closed. 

Part VII means that other questions must be asked. What impact 
is this going to have on official language communities? What 
kind of data do we have to evaluate this impact? If the decision 
cannot have a positive impact, how can the harm be minimized? 


To answer these questions, | would ask another series of 
questions. What kind of consultation has taken place? With 
whom? What kind of information has been provided to ensure 
that the consultation is substantial and genuine and not simply 
lip service after a decision has been made? 


In Chapter 2, we look at how leadership at different levels is 
necessary to ensure proper implementation of Part Vil. The 
government, federal institutions with key responsibilities and 
all federal institutions must play their respective roles. 


In this chapter, | recommend a modification of the legislation 
that would allow for a more coherent implementation of Part VII, 
and | look forward to the government's response to this 


proposal. My other recommendation aims at ensuring that all 
federal institutions are sending a clear message through the 
federal public service: supporting official language communities 
and linguistic duality is important and it is a priority. This 
recommendation would help prevent situations where the 
government and some federal institutions make decisions 
without taking into account the welfare of official language 
communities and promotion of linguistic duality. The Court 
Challenges Program was shut down in 2006, CBEF Windsor 
slashed in 2009 by CBC/Radio-Canada and the long-form census 
rendered voluntary in 2010—all decisions made without prior 
consultation or, as far as we could see, any prior evaluation of 
the impact on official language communities. 


Regarding the elimination of the Court Challenges Program, the 
federal government reached an out-of-court settlement with 
the Fédération des communautés francophones et acadienne du 
Canada and established the Language Rights Support Program. 
We have taken CBC/Radio-Canada to court to establish 

our jurisdiction and the scope of the public broadcaster's 
responsibilities under Part VII. But trying to patch things up 
after the fact is not what Part VII is about; the government and 
federal institutions must ensure that planning, consultation and 
coordination all take place before decisions are made and that 
results are assessed. The government must acquire a Part VII 
reflex rather than treat Part VII as an afterthought. 
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In Chapter 3, we look at some of the initiatives that have been 
undertaken and that show how some institutions live up to the 
challenge. Health Canada has introduced effective processes, 
the Department of Justice developed the Justice and Security 
Network, and other federal institutions cooperate effectively, 

as was the case for the New Brunswick Federal Council, which 
engaged the community in a dialogue on Part VII. These 
examples illustrate the various steps that must be taken by federal 
institutions, from consultation and planning to evaluation. 


It is hard to quantify imagination, develop a checklist for 
innovation or establish a regulatory framework for initiative. But 
Part VII, by its very nature, opens the door to a more responsive, 
citizen-sensitive approach to public administration. It also 
requires a greater tolerance for risk on the part of managers and 
administrators in a risk-averse environment. It is not always easy 
to reach out to official language communities and to imagine 
new ways of collaborating with them; it is much easier to follow 
directives from the deputy minister or the Treasury Board of 
Canada Secretariat. All levels of the public service, 

from top to bottom and back up again, have a role to play 

in the implementation of Part VII. 


In the last three chapters of this annual report, we take a closer 
look at the compliance of selected federal institutions using 
some of the tools at our disposal, such as investigations, report 
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cards and audits. We also report on the number of complaints 
filed by the public and federal employees, which is an indication 
of the compliance issues within institutions. 


In Chapter 4, we show that, every year, hundreds of Canadians 
continue to file complaints because their language rights have 
not been respected. For an institution to respect its language 
obligations to citizens requires planning—and monitoring. 

As we show in this chapter, some investigations illustrate how 
institutions manage to resolve official languages issues. 

The findings of audits conducted this year are also presented. 
My third recommendation aims at establishing the minimum 
level of language skills required in order to supervise employees 
who work in bilingual regions. My last recommendation is 
addressed to the Minister of Transport, Infrastructure and 
Communities to confirm the right of the general public to 
communicate with airport authorities and receive services in 
either official language. 


In Chapter 5, we present the report cards—showing that 

some federal institutions have done well and others have not. 
The report cards are intended as management tools to help 
institutions improve their performance. This year, we examined 
the compliance of 13 federal institutions that were selected 
because of the large sums of money they provide through their 
funding programs, some of which benefit official language 
communities. 


Bill 


Finally, Chapter 6 presents a general overview of the way in 
which federal institutions meet their obligations in terms of 
service to the public, language of work, community vitality 
and promotion of linguistic duality as well as official languages 
program management. 


There is no magic wand that can be waved or a simple one- 


size-fits-all approach that can be applied to federal institutions’ 


obligations related to the Official Languages Act. Compliance 
requires new approaches and different ways of doing things. 
It requires federal institutions to undertake concrete action in 
the form of positive measures. 


Close federal-provincial collaboration is required, and all federal 
officials—including political representatives—play a leadership 
role. Federal officials lead as much by what they fail to do as by 
what they do. 


In public administration, leaders are expected to produce positive 
results. So also in matters of official languages: strong leadership 
produces good results. 


LNW WE 


Graham Fraser 
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PROMOTION OF LINGUISTIC DUALITY 


This year, the Festival du Voyageur will receive the Award of 
Excellence—Promotion of Linguistic Duality. 


Since it was first held in 1970, the Festival du Voyageur has been 
inviting people of all origins to come to Winnipeg in February— 
and brave the often intense cold—to commemorate Manitoba's 
Francophone and fur trader heritage. 


Despite humble beginnings, the Festival is now a 10-day event 
that attracts more than 100,000 visitors a year. Organizers 
work together not only with the municipal government and 
various other levels of government, but also with groups such 
as Canadian Parents for French and school boards in order 

to put on events that delight visitors and galvanize the entire 
community. 


The history, culture, cuisine and crafts of the French, Scottish, 
Métis and Aboriginal peoples are highlighted at various locations 
during the Festival. This large-scale intercultural gathering has 
become one of Manitoba’s tourist attractions. 


The enthusiasm that this event generates is contagious. Several 
municipalities where Francophones live now organize their own 
celebrations, incorporating some of the Festival's aspects. 


The Commissioner of Official Languages introduced the Award 
of Excellence in 2009 to recognize individuals or organizations 
that are not subject to the Official Languages Act but that 
promote linguistic duality in Canada or abroad or contribute 

to the development of Canada’s official language minority 
communities. He plans to officially present the award to Festival 
du Voyageur organizers in the next few months. 


Past recipients of the Award of Excellence are Linda Leith, 
founder of Quebec's Blue Metropolis Foundation, and Claudette 
Paquin, former Chief Executive Officer of TFO, Ontario's French- 
language educational and cultural television network. 
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The Festivals 


SPOTLIGHT ON PART VII OF 
THE OFFICIAL LANGUAGES ACT 


The Commissioner of Official Languages traditionally addresses 
the various parts of the Official Languages Act in his annual 
report. However, the first three chapters of the 2010-2011 
annual report deal solely with examining the way in which the 
Government of Canada and its federal institutions’ are fulfilling 
their responsibilities and obligations under Part VII of the Act. 
Chapters 4, 5 and 6, which present an analysis of how federal 
institutions are complying with the Act and which contain the 
report cards for 13 institutions, highlight the degree to which 
Part VII is being respected. 


Part VII of the Official Languages Act was introduced in 1988. 
Since its adoption, section 41(1) of Part VII has comprised 
two distinct yet related paragraphs that strengthen Canadian 
language policy. The first paragraph states that “the 
Government of Canada is committed to enhancing the vitality 


of the English and French linguistic minority communities in 
Canada and supporting and assisting their development.” The 
second paragraph, which primarily concerns Canada’s official 
language majorities, states that the Government of Canada is 
committed to “fostering the full recognition and use of both 
English and French in Canadian society.” 


Mainly as a result of Senator Jean-Robert Gauthier’s tireless 
efforts, the Parliament of Canada amended Part VII of the 
Official Languages Act in 2005. 


Since then, section 41(2) of Part VII has stated that “every 
federal institution has the duty to ensure that positive measures 
are taken for the implementation of the [federal government's] 
commitments.” Part VII also became enforceable, which means 
that it gives complainants the right to seek a court remedy when 
federal institutions do not meet their obligations with respect to 
promoting English and French and supporting the development 
of official language communities.’ 


The Act does not specify what a positive measure is, and so 
the field is open for federal institutions to define what it means 
in practice. For the Commissioner of Official Languages, it 
essentially means a measure that has a real and constructive 
impact on the vitality of official language communities and on 
the advancement towards the equality of English and French 

in Canadian society. Each federal institution must define the 
measures to be taken by working closely with official language 
communities and taking their needs into account. 


1 Throughout this report, the term “federal institutions” is used to designate federal institutions and organizations that are subject to the Official Languages Act. 


2 Throughout this report, official language minority communities are designated by the term “official language communities.” 
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Three principles for implementing Part VII 


In his 2006-2007 annual report,? the Commissioner of Official 


Languages proposed three principles for implementing Part 
VII of the Official Languages Act, to help federal institutions in 
developing positive measures. 


4 DEVELOP A 
PART VII REFLEX 


The Part VII reflex consists of adopting a proactive and 
systematic approach that takes into account the needs and 
interests of official language communities and linguistic 


PROMOTE THE ACTIVE 
PARTICIPATION OF CANADIANS 


By taking a participatory approach that encourages all partners 
to communicate and work together, federal institutions will 
succeed in finding courses of action that effectively address the 
specific needs of all parties involved. This way, the measures 
taken by all partners will be more likely to have a positive 
impact on the vitality of official language communities and 

on the promotion of linguistic duality. 


duality partners when making decisions and when developing 7) ESTABLISH A CONTINUOUS PROCESS FOR IMPROVING 


and implementing policies, programs and agreements. 
Federal institutions need to use the “section 41 lens” 

to target official language communities individually and 
differentiate between them in order to achieve substantive 
equality. They must also ensure that this approach promotes 
linguistic duality and the equal status of both official 
languages throughout the country. 


Why is it taking so long for Part VII of the Official Languages 
Act to produce concrete results? A variety of obstacles prevent 
the Government of Canada and its federal institutions from 
being able to implement Part VII effectively. The potential to 


_) PROGRAMS AND POLICIES RELATED TO PART VII 


Federal institutions must establish specific indicators to 
evaluate the progress that has been made as a result of 
the positive measures that they have adopted. They must 
also implement better targeted and more effective positive 
measures. Federal institutions must contribute to official 
languages research and ensure that they have the proper 
tools to evaluate the impact of their actions in order to 
enhance the vitality of official language communities and 
foster linguistic duality. 


achieve the expected results in the promotion of English and 
French is greater when the five elements of the virtuous circle of 
implementing the Official Languages Act are taken into account. 


3 Office of the Commissioner of Official Languages, Annual Report 2006-2007, (Ottawa, 2007), pp. 32-34. 
Also available on-line at www.officiallanguages.gc.ca/html/ar/ra_2006_07_e_php (accessed March 31, 2011). 
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FIGURE 1 
THE VIRTUOUS CIRCLE OF IMPLEMENTING 
THE OFFICIAL LANGUAGES ACT 


KNOW 


CHECK 


LEADERSHIP 


The following descriptions of the key elements of the virtuous 
circle of implementing the Official Languages Act have been 
adapted to focus on Part VII of the Act. 


KNOW 
The government and federal institutions must first ensure that 
their managers and employees know and understand their 


obligations under Part VII. All federal employees must also know 


how to create conditions that will make it possible to develop 
and implement positive measures. 
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WANT 
The government and federal institutions must then show a 
strong determination to apply Part VII. The vitality of official 
language communities and the strengthening of linguistic 
duality depend on it. 


PLAN 
Interventions in the context of applying Part VII must be planned 
methodically. In terms of Part VII, an institution should identify 
the official language communities affected by its mandate and 
consult them to understand their needs and take these into 
account when developing new programs. 


DO 
The best plans for promoting English and French will not have 
any tangible impact unless they are carefully carried out, which 
requires active and sustained commitment from management. 


CHECK 
The government and federal institutions must ensure that the 
results of the measures taken under Part VII can be extensively 
and thoroughly evaluated. 


All federal institutions are capable of applying Part VII of 

the Official Languages Act, as long as they firmly commit 

to promoting both official languages, and take a systematic 
approach. Supporting the development of official language 
communities and promoting linguistic duality are an integral 
part of leadership. The Government of Canada needs to show 
this kind of leadership so that the message is understood by 
everyone and so that its effects are felt in all federal institutions 
and at all reporting levels. 


B3 


STATE OF AFFAIRS 


Part VII of the Official Languages Act stipulates that 
the Government of Canada and all federal institutions 
must help ensure the vitality of official language 
communities and encourage the use of both English 
and French. To meet these objectives, the government 
and federal institutions must recognize the nature 

of Canada’s linguistic landscape and contribute to 
building bridges between official language majority 
and minority communities. 


Federal institutions must take into account the 
needs and individual characteristics of official 
language communities, as well as community 
priorities in terms of development. They must 
likewise consider the barriers to strengthening 
linguistic duality in Canadian society and work to 
overcome them. Only through this process can the 
positive measures required by the legislation be 
developed and implemented. 


But what are these needs? 
What are these barriers? 
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Jennifer Johnson 


Quebec 


CONTRIBUTING TO THE VITALITY OF 
OFFICIAL LANGUAGE COMMUNITIES 


A few facts 


Canada’s official language communities are home 
to approximately two million people. About half are 
French-speaking Canadians living in the country’s 
12 predominantly English-speaking provinces and 
territories, and the other half are English-speaking 
Canadians living in the various municipalities and 
regions of Quebec. 


The situations of official language communities 
vary widely from one location to another. Some are 
thriving, while others are experiencing significant 
difficulties on a demographic, economic, social 

or cultural level. Canada’s official language 
communities benefit from the support of the 
Government of Canada and its partners. In the 
following sections, community leaders give us a 
brief overview in their own words of the obstacles 
to overcome. 


Responding to the growing health care needs of 
English-speaking Quebecers 


“Quebec's English communities are facing 
considerable difficulties in the field of health care,” 
said Jennifer Johnson, Executive Director of the 
Community Health and Social Services Network, 

an organization that provides support to English- 
speaking Quebecers so that they can receive health 
care and social services in their language. 


First, several of these communities have a higher proportion 

of unemployed individuals and low-income earners than 

the average in Quebec. “This is a serious problem,” noted 

Ms. Johnson, “because research shows that people who are 
economically disadvantaged tend to have more health problems. 
Federal institutions in the health care and economic sectors 
should take this reality into account and work together.” 


Second, some English-speaking communities in Quebec are 
so small that health care decision makers do not always give 
sufficient consideration to their needs. “In areas like the 
Saguenay, Québec City / Chaudiére-Appalaches or the Lower 
Saint-Lawrence region, where English-speaking Quebecers 
represent less than 2% of the population, the specific needs 
of the English minority communities are not even on the radar 
of many service providers,” said Ms. Johnson. 


Finally, many members of these English-speaking communities 
are hesitant to request the services in English that they are 
entitled to for fear of being penalized. “They know how much 
pressure there is on the health care system, so they’re afraid to 
ask for services in English because then they may have to wait 
even longer,” added Ms. Johnson. 


English-speaking communities that do not have direct access to 
members of the Community Health and Social Services Network 
should establish partnerships with local decision makers in the 
Quebec health care system. “The communities have a key role to 
play in developing and implementing solutions that would allow 
them to receive health care services in English,” concluded Ms. 
Johnson. “You have to have their participation to ensure that 
initiatives take their true needs into account and that, as a result, 
they get the maximum benefit.” 


1 Unless otherwise indicated, all quotations cited in this report were obtained by e-mail or during telephone interviews 


conducted between January 19 and March 20, 2011. 
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Healthy living in French 


“People in pain usually want to communicate in their mother tongue,” said Claudine Côté, Executive Director of 
the Société Santé en français. “The problem is that the resources to properly meet the needs of French-speaking 
minority communities are often lacking or uncertain.” The result? “Patients in crisis will sometimes call a suicide 
prevention hotline only to find that no one there can speak French to help them cope with the crisis they are 


going through.” 


“Although significant progress has been made, there are still communities that are not receiving adequate 
services in French,” continued Ms. Côté. “This is where the federal government could take on a leadership 
role with provincial health authorities and territorial health care systems. [translation] 


Strengthening French-language schools 


Education is one of the key links in the chain through which 
official language communities transfer their language and 
culture to their youth so that they too can one day pass 

them along. This is why French-language school boards are 
determined to protect their client base, which could expand the 
ranks of French-speaking communities and to ensure that they 


are properly integrated into the communities.? The school boards 


also go to great lengths to convince parents to exercise their 
right to send their children to French-language schools. 
For example, Ontario’s Ministry of Education, in collaboration 


N 


with Ontario school boards, has launched a campaign called 
“Choosing French-language education in Ontario opens up a 
world of possibilities!” 


According to the Fédération nationale des conseils scolaires 
francophones, there are 627 French-language schools from 
kindergarten to grade 12 outside of Quebec.’ Nearly half of 
children with at least one French-speaking parent attend one 
of these schools.* Many eligible children, however, are enrolled 
in English-language or immersion schools in their area, often 
because their parents are unaware of the benefits of attending 
French-language schools (see textbox on page 16). 


For example, see Office of the Commissioner of Official Languages, Language Rights 2007-2009 (Ottawa, 2009), p. 19, also available on-line at 


www.officiallanguages.gc.ca/html/Ir_dl_2007_09_p5_e.php (accessed March 31, 2011); and Maxence Jaillet, “CSFTNO c. P.G. TNO : Un soutien 
national,” L’Aquilon, December 16, 2010, also available on-line at www.aquilon.nt.ca/Article/Un-soutien-national-201012162058/default.aspx - 


article (accessed March 31, 2011) [French only]. 


WW 


Fédération nationale des conseils scolaires francophones, Annuaire de l'éducation en français au Canada 2010-2011, 11th edition 


(Ottawa, 2010). Also available on-line at www.fncsf.ca/annuaire (accessed March 31, 2011) [French only]. 


IN 


Statistics Canada, Minorities Speak Up: Results of the Survey on the Vitality of the Official-Language Minorities, Statistics Canada Catalogue 


no. 91-548-X (Ottawa, 2007), p. 50. Also available on-line at www.statcan.gc.ca/pub/9 1-548-x/2007001/41 85569-eng.html#a3 


(accessed March 31, 2011). 
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Promoting the benefits of French-language schools outside of Quebec 


According to Roger Paul, Executive Director of the Fédération nationale des conseils scolaires francophones, “People 
do not quite realize that children who attend French-language schools as opposed to French immersion schools gain 
much more than a knowledge of French. They also develop a deeper understanding of their province's Francophone 
culture, all while respecting their own identity. [translation]” Rodrigue Landry, Executive Director of the Canadian 
Institute for Research on Linguistic Minorities at the Université de Moncton, added that “in a French-speaking minority 
community, children who attend a French-language school and who communicate with their French-speaking parent 
in French (regardless of what language they use with the English-speaking . . . parent) tend to speak French just as 
well as children with two French-speaking parents and have the same sense of French-Canadian identity ... . These 
children are also exemplary models of additive bilingualism. Their English skills are comparable to English-speaking 
students and they retain their English heritage despite their all-French education. In fact, they have a very strong sense 
of their English-Canadian identity. [translation]"* 


French-language schools are looking to broaden Roger Paul, Executive Director of the Fédération nationale des 
the range of courses they offer and acquire more conseils scolaires francophones, cites the example of “L'Étoile 


educational resources adapted to the reality of du Nord school district in Campbellton, New Brunswick, 
French-speaking students (especially newcomers); [which] decided to make all of its schools ‘community schools,’ 
to recruit specialized personnel (for example, institutions where people involved in the community worked 
speech therapists), especially for schools located together with school staff on a regular basis, all for the good 
outside major city centres, as they often have of the school and the community. It is because of these kinds 
greater need; and to make their schools a of projects that the Canadian Francophonie will be able to 
solid foundation for the vitality of French- meet the complex challenge of its long-term development. 
speaking communities. [translation]” 


5 Rodrigue Landry, Petite enfance et autonomie culturelle : Là où le nombre justifie...V (Moncton: Institut canadien de recherche sur les 
minorités linguistiques, 2010), pp.11-12. Also available on-line at http://cnpf.ca/documents/Petite_enfance-Final_(7_mai 2010).pdf 
(accessed March 31, 2010) [French only]. re 
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Maintaining enrolment in English-language schools in Quebec 


English-language school boards in Quebec are concerned with the issue of recruitment because they face school 
closings in small communities. “English-speaking Quebecers, and the public school system that serves them, have 
made the mastery of French priority number one, and we have the successful results to prove it,” said Debbie 
Horrocks, President of the Quebec English School Boards Association. “We are contributing to the francization of 
Quebec. In that context, it is enormously frustrating to be continually fighting ever-more restrictive amendments 
and administrative regulations on access to English schools. Our schools will always find the tools to serve their 
students and their communities well, but we must be given the necessary oxygen to do so.” 


Ensuring the vitality and development of Quebec's 
English-language culture 


“English-speaking American culture is omnipresent in Quebec, 
as it is elsewhere in Canada. This inexhaustible supply of 
imported product drowns out local English-speaking culture,” 
explained Guy Rodgers, Executive Director of the English- 
Language Arts Network. 


1 


“To develop constructive working relationships with our 
Francophone colleagues in an environment where increased 
vitality of the English language is often seen as a threat to 
French, our artists in Quebec kept a very low profile for many 
years. The unintended consequence was to make ourselves 
doubly invisible,” he added. “This is ironic because many 
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English-speaking artists—from Arcade Fire to award-winning 
authors like Rawi Hage and Heather O’Neill—are well known 
as individuals. Our priority is to establish the ‘brand’ of English- 


language culture as a positive and creative force within Quebec. 


This is a major challenge!” 


“To strengthen community vitality, we also need to improve 
access to English-language culture in Quebec,” said Mr. Rodgers. 
“There is a shortage of performance space in Montréal, and 
English-speaking communities outside of Montréal have access 
to very few live performances. Infrastructure is necessary to 
connect the current renaissance of creative artists with their 
audience. Believe me, a flood of American product is not 
helping us build a stronger community!” 


Hig 


Éric Dubeau 
Ontario 
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French-speaking artists face competition from two majority communities 


Artists and cultural workers from French-speaking communities face many challenges, and one of the biggest 
challenges is the fact that the communities are isolated. There is also the ongoing issue of audience development 

in order to generate interest in French-Canadian artistic and cultural products and works, which are often not as 
well known within our own communities because there is unfortunately no access to cultural events featuring local 
artists,” said Éric Dubeau, Executive Director of the Fédération culturelle canadienne-française. The offerings from 
English Canada and French Quebec are very appealing, however. “Essentially, we're facing competition from two majority 
communities,” said Mr. Dubeau. 


Creating a network that will effectively promote French-language culture is also a sizable undertaking. For example, 
for the past 10 years, French-speaking communities have had an organized circuit to present performing arts; 
however, according to Mr. Dubeau, “they still don’t have enough resources to sustain their cultural centres and 
theatres or to offer quality services to Francophones and francophiles on a daily basis. [translation]” 


Developing the economy of official was designed to alleviate one of the problems faced by the 
language communities Coasters’ community, much like many other English-speaking 
In 2009, after several years of preparation and communities in Quebec are facing: the decline of the very 


with support from various governmental partners, industry that once sustained their community. 
the Coasters’ Association launched a project 

for the revitalization and diversification of the 
resources of the North and farming in the Lower 
North Shore region of Quebec. The initiative 
aims to develop an agri-food system involving 
the cultivation of berries and wild mushrooms, 
as well as the development of products for the 
agri-food and natural health sectors in the Lower 
North Shore region, an area populated mainly 

by English-speaking Quebecers. The project 


“We have to stop the exodus from our communities,” asserted 
Anthony Dumas, President of the Coasters’ Association. “In 
2003 the moratorium on cod fishing resulted in 50% of the 
population leaving the region for seasonal work. When | say 
‘leaving the region,’ | mean leaving the province of Quebec 
because they can work everywhere else in Canada except in 
their own province. Many of the youth are leaving forever. 

Our quality of life, job opportunities and capacity to support 
our social economy and community rely on our economy. "5 


6 Standing Senate Committee on Official Languages, Proceedings of the Standing Senate Committee on Official Languages, Issue 7 (Ottawa, 
September 13, 2010), p. 44. Also available on-line at www.parl.gc.ca/40/3/parlbus/commbus/senate/com-e/offi-e/07eva-e.htm?Language=E&Parl 
=408&Ses=3&comm_id=595 (accessed March 31, 2011). 
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Economic development in Acadian New Brunswick 


From an economic development standpoint, “we first need to encourage value- 
added activities in the Acadian Peninsula,” stated Roger Doiron, Vice-President 

of the Société de l'Acadie du Nouveau-Brunswick. In particular, “we need to 
ensure that our fishing products are processed on site, in Acadian New Brunswick, 
rather than elsewhere,” he added. Better recognition of diplomas held by 
French-speaking immigrants would help boost the community's economy. “Many 
Francophones leave their communities to settle in southern New Brunswick or 
other places where there are more job opportunities,” noted Mr. Doiron. “This 
exodus has a marked effect on the community because it results in school closings, 
which in turn makes young families leave, and so on. Governments will also have 


Building bridges between 
majorities and official 
language communities 


“To build the Canadian 
Francophonie,” said Denis 
Desgagné, the Chief Executive 
Officer of the Centre de la 
francophonie des Amériques, 
“it is essential that 
Francophones and other 
Canadians learn to work 
together in a win-win 


to show their determination and willingness to help the community reverse this 


trend. [translation]” 


Integrating newcomers 


Immigration is one of the key elements in the development of 
French-speaking communities because it has the potential to stop 
their demographic decline. French-speaking communities are thus 
becoming increasingly aware of the importance of immigration. 
Bolstered by the support of the federal government, the 
provinces and other partners, these communities are putting 
more effort into attracting immigrants from countries such as 
France, Morocco and the Democratic Republic of the Congo. 


According to Marc Arnal, Dean of the University of Alberta's 
Saint-Jean Campus, French-speaking communities are in the 
process of “changing the definition of the word ‘Francophone’ 
from one based primarily on traditional interpretations of culture, 
to one based on the language a person uses and, particularly, 

on the willingness of that person to actively contribute to the 
advancement of French. [translation]” 
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relationship.” 


Mr. Desgagné developed this 

strong conviction when he 

headed up the Assemblée 
communautaire fransaskoise. “One day, we 
realized that the majority didn't know us very 
well. As for us, we ended up discovering that the 
Saskatchewan majority is actually made up of 
minority groups: alongside the Métis are people of 
German background, Ukrainian background, etc. It 
was time to tear down the walls and get to know 
each other better. [translation]” 


Through communication, the Métis and Fransaskois eel an 
began healing some deep wounds caused by Marc Arnal 
125 years of history. They also laid the groundwork  alperta 


for a new collaboration whose most recent 
initiative is a promising project to promote the 
Batoche area cottage industry and its products. 
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English-speaking Quebecers reach out to their French-speaking neighbours 


English-speaking communities in Quebec demonstrate a firm resolve to develop and preserve their own identity, but 
leaders and members alike are firmly convinced that they will not be able to reach this objective unless they work 
together with the French-speaking majority. This is the reason behind events like Townshippers’ Day, created 30 years 
ago by the English-speaking community of the Eastern Townships, with a population of about 35,000. The event 
celebrates the community's roots in the region and strengthens the bonds with the 400,000 French-speaking residents 
of the Eastern Townships. “[Inclusiveness is] part of the widespread Townships approach to working and living 
together as one community, English- and French-speaking... .”’ 


PROMOTING has the highest number of bilingual and trilingual residents 
LINGUISTIC DUALITY in North America gives it a huge advantage in this age of 
globalization and explains in part why the Quebec metropolis 


inguisti lity: A valuabl t DAC é 
RHQUEN A MUAI EE MAlUARIECESe continues to distinguish itself in the high-tech sector, despite 


In Canada, more than five million people report being able to the current economic crisis.1° 

speak both official languages.® Linguistic duality is a fundamental 

Canadian value and an important asset from every perspective. From a political standpoint, linguistic duality is still undeniably 
a major cohesive factor in Canadian society. In fact, according 

Economically, the availability of a bilingual and well-educated to a recent Angus Reid public opinion poll, 62% of Canadians 

workforce explains some of the reasons why, in the past feel that they live in a bilingual country. In addition, 84% of 


two decades, New Brunswick has become an attractive location  Quebecers believe that it is important to be fluent in both 
to set up major call centres.? Furthermore, the fact that Montréal official languages." 


7 Scott Stevenson, “Escape to the Townships Community,” Beyond Words, August 16, 2010, www.officiallanguages.gc.ca/newsletter_cyberbulletin/16_08_2010/ 
townships_cantons_e.htm (accessed March 31, 2011). 


8 Statistics Canada, Knowledge of Official Languages (5), Number of Non-official Languages Known (5), Age Groups (17A) and Sex (3) for the Population of 
Canada, Provinces, Territories, Census Metropolitan Areas and Census Agglomerations, 2006 Census — 20% Sample Data (table), Topic-based Tabulations: 
Knowledge of Official Languages, Statistics Canada Catalogue no. 97-555-XCB2006009 (Ottawa, October 22, 2007). 


9 Carol Power, “New Brunswick called best place for a call center,” American Banker 65, 8 (January 12, 2000). 


10 Department of Foreign Affairs and International Trade, “Greater Montreal market remains highly attractive to foreign investors,” Media Resource Center 
(September 28, 2010), http://media.investincanada.gc.ca/eng/canada-in-the-news/greater-montreal-market-remains-highly-attractive-to-foreign-investors.aspx 
(accessed March 31, 2011). 


11 Vision Critical / Angus Reid La Presse public opinion poll, February 9-10, 2011, Large Majority of Quebecers Disagrees with Bernier on Bill 101, 
www.visioncritical.com/public-opinion/5835/large-majority-of-quebecers-disagree-with-bernier-on-bill-101/ (accessed March 31, 2011). 
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Federal bilingualism is the reason Canada stood shoulder Not only do French-as-a-second-language programs open up new 


to shoulder with other French-speaking countries that sent horizons for allophones and English-speaking Canadians, they 
peacekeeping troops to Haiti, troops whose exceptional also benefit French-speaking communities. For example, children 
contribution was praised by the Special Representative of and adults who learn French sometimes establish relationships 
the Secretary-General of the United Nations." with or even join French-speaking communities, by attending their 
Ez =. = Wa institutions or becoming active members of the community, 
Canada’s double advantage It is important to remember that the responsibility for 


promoting linguistic duality rests first and foremost 
with the Government of Canada; however, federal 
institutions cannot fulfill this responsibility in a 
vacuum. They must form partnerships with other key 
players, such as provincial, territorial and municipal 
governments, post-secondary institutions, businesses 
and non-governmental organizations. 


Although English is undoubtedly the lingua franca of the early 

21st century, French remains one of the most widely taught and used 
languages in African, Arabic, European, Hispanic and Anglophone 
countries. “In fact, never in the history of French have so many people 
learned or spoken that language. [translation]"1? 


Canadians feel that linguistic duality is a major factor in cultural 
enrichment. Twenty-nine percent of French-speaking Quebecers 
report watching television shows equally in English and in 

French,'* and 20 to 26% of English-speaking Canadians say they We are still a long way from full compliance with the Official 


have attended at least one French-language cultural event in the Languages Act and from the vision the Commissioner of Official 
past year.!° Languages presented in his 2008-2009 annual report: one of 


a country that never misses an opportunity to reflect, celebrate 
Just as the various parts of the Official Languages Act form a and showcase its linguistic duality. 
coherent whole, promoting linguistic duality is both an objective 
in itself and a means of better serving the public, fostering 
increased use of English and French as languages of work in 
the federal government and strengthening the vitality of official 
language communities. 


Progress is being made, but there is still room for improvement 


12 "La sécurité et la santé, principales préoccupations de Stephen Harper,” Métropole Haiti, July 21, 2007, www.metropolehaiti.com/metropole/full_une_ 
frphp?id=12854 (accessed March 31, 2011) [French only]. 

13 Jacques Leclerc, “Le francais,” in L'aménagement linguistique dans le monde (Quebec City: Université Laval, 2010), www.tlfq.ulaval.ca/axl/langues/2vital_inter_ 
francais.htm (accessed March 31, 2011) [French only]. 

14 Ministère de la Culture et des Communications du Québec, La pratique culturelle au Québec en 2004 (Quebec City, 2005), p. 9, 
www.mcccf.gouv.qc.ca/fileadmin/documents/publications/pratique_2004_1.pdf (accessed March 31 2011) [French only]. 

15 Jack Jedwab, Francophonie and Cultural Consumption: Is Official Languages Act the Precursor for Multiculturalism Policies? (Montréal: Association of Canadian 
Studies, 2009), slide 15, www.acs-aec.ca/en/social-research/language/ (accessed March 31, 2011). 
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It could be seen in Vancouver, where the opening ceremony of 
the 2010 Winter Olympic Games did not fully reflect Canadian 
linguistic duality.'® It can be seen every day as well, when the 
government fails to take sufficient measures to remind managers 
and employees of federal institutions that linguistic duality is an 
essential value in the public service. It is important to ensure that 
linguistic duality is not celebrated just once a year on the second 
Thursday of September, which marks Linguistic Duality Day. 


Five provinces, five days of discussion 


In 2010-2011, as a follow-up to the study Two Languages, a World of 
Opportunities: Second-Language Learning in Canada’s Universities,'? the Office of 
the Commissioner of Official Languages and Canadian Parents for French organized 


On the issue of second-language learning, one problem in 
particular stands out: young allophones from English-speaking 
provinces are still having too much difficulty enrolling in French 
immersion programs. 


The Canadian Parents for French report entitled The State of 
French-Second-Language Education in Canada 2010 — Executive 
Summary"? addresses this issue. It states that, outside of Quebec, 
many allophone parents would like their children to be able to learn 
French. However, many of them do not receive 
information on French immersion programs 
offered in the school system. Furthermore, too 
many allophone students are discouraged or 
even prohibited from getting an education in 
French as a second language. 


a series of five round tables on second-language education. Participants at these 


round tables, held in universities in Manitoba and Atlantic Canada, discussed the 
obstacles that need to be overcome to ensure that young Canadians become 
bilingual. The round tables enabled participants to share interesting practices that 


should be adopted by all key partners.'® 


There are many obstacles to overcome in order to increase the 
number of bilingual Canadians. In Quebec, there is a shortage 

of qualified English-as-a-second-language teachers to teach in 
elementary and high schools. Elsewhere in Canada, there are 

not enough post-secondary programs in French, and so students 
cannot take courses in their area of specialization in their language. 


4 


The federal government needs to 
encourage all of its partners in the field of 
education to take measures to ensure that 
allophone parents are fully aware of French 
immersion programs, and to assist and 
encourage them to enrol their children in 
these programs. It would also be helpful to increase awareness 
among school staff of the fact that allophones would benefit 
from learning French. 


16 Office of the Commissioner of Official Languages, Final report on the Vancouver 2010 Olympic and Paralympic Winter Games (Ottawa, 2010), p. 11. 
Also available on-line at www.officiallanguages.gc.ca/html/stu_etu_122010_e.php (accessed March 31, 2011). 


17 Office of the Commissioner of Official Languages, Two Languages, a World of Opportunities: Second-Language Learning in Canada's Universities (Ottawa, 2009). 
Also available on-line at www.officiallanguages.gc.ca/html/stu_etu_102009_e.php (accessed March 31, 2011). 


8 Office of the Commissioner of Official Languages, Four Provinces, Four Days: Report on Atlantic Round Table Discussions on the Continuum of Second-Language 
Learning Opportunities (Ottawa, 2010). Also available on-line at www.officiallanguages.gc.ca/html/stu_etu_08201 O_e.php (accessed March 31, 2011) 


19 Canadian Parents for French, The State of French-Second-Language Education in Canada 2010 — Executive Summary (Ottawa, 2010), PRE 
Also available on-line at www.cpf.ca/eng/pdf/FINAL FSL REPORT (ENGLISH).pdf (accessed March 31, 2011) 
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When encouragement is lacking 


— Does your son study French? 

— No. 

— Was he given the choice to study French? 

— But the teachers say that is too hard for them. 
— Do you think so? 


— No, | think children need to learn more. But they say no, no, he doesn't need French, he only needs English . . . . | said to the 
teacher he needs French, and she said no, maybe French is too hard for him, maybe next year he take French, and my husband 
say no, no, French is very important here... . Yeah, they keep saying it is too hard for him... . 


— Do you agree? 


—No.... But for this year it's okay. | listen to the teacher. But next year he takes French. 


~) THESE CHALLENGES 
CALL FOR CHANGES 


There is still progress to be made before official language 
communities reach their optimal level of vitality, before linguistic 
duality is recognized as a fundamental value in Canada and 
before all Canadians can learn the other official language if 
they want to. 


To overcome the difficulties that are impeding vitality, both 
communities and key partners with a vested interest in the 
issue of linguistic duality need the support of the Canadian 
government and its institutions, support they already have in 


Allophone parent in North Bay° 


part. For example, the Roadmap for Canada’s Linguistic Duality 
2008-2013: Acting for the Future made it possible to initiate 
or continue numerous projects aimed at promoting linguistic 
duality to all Canadians, fostering the economic development 
of official language communities and improving the situations 
of these communities, especially in the areas of health care, 
education, immigration and culture. 


However, the government and its institutions must improve 
the quality of their initiatives in order for the communities to 
overcome the challenges they are facing. During the Dialogue 
Days that Canadian Heritage organized in May 2010 regarding 


20 Callie Mady, Voices of Allophone Adults and Allophone University Students: Perspectives and Experiences with French as a Second Official Language in Canada 
(Ottawa: Canadian Parents for French, 2010), p. 28, www.cpf.ca/eng/resources-reports-fsl.html (accessed 31 March 2011). 
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the official languages program and the Roadmap 2008-2013, 
representatives of official language communities insisted on 
the need to improve relationships and cooperation among 
institutions and between institutions and communities, both 
nationally and regionally. 


These representatives also said that a five-year action plan is 
needed to promote English and French in Canadian society. 

The federal government will also have to show more 
determination in implementing Part VII of the Official 

Languages Act; Canadian Heritage and the Treasury Board of 
Canada Secretariat will have to play a more active role in this 
implementation; and all federal institutions will have to fully meet 
their obligations under Part VII of the Official Languages Act. 


On March 9, 2011, the Office of the Commissioner of Official 
Languages held a discussion forum entitled /mplementing Part VII 
of the Official Languages Act: Knowledge, Dialogue, Action. 
This event, which brought together more than 100 participants 
representing federal institutions, official language communities 
and other organizations, was a success. Many participants said 
that the event not only enabled them to establish or continue 
discussions on implementing Part VII of the Act and taking 
positive measures, it also helped them to enhance their collective 
knowledge and understanding of the related issues and 
challenges. 
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TIME FOR CHANGE 


In his 2006-2007 annual report, ! the Commissioner 
of Official Languages proposed three principles for 
guiding the Government of Canada and federal 
institutions in the implementation of Part VII of 

the Official Languages Act: 


e Develop a Part VII reflex. 
e Promote the active participation of Canadians. 


e Establish a continuous process for improving 
programs and policies related to Part VII. 


These principles are still as relevant today as they 
were four years ago, and the government and 
its institutions need to apply them to ensure that 
English and French are effectively promoted in 
Canadian society. 


1 Office of the Commissioner of Official Languages, 
Annual Report 2006-2007 (Ottawa, 2007), pp. 21-34. 
Also available on-line at www.officiallanguages.gc.ca/html/ 
ar_ra_2006_07_e.php (accessed March 31, 2011). 
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To apply these three principles properly, all of the components of 
the virtuous circle of implementing the Act? must be taken into 
consideration. This can be done only if federal employees know 
and understand their obligations under Part VII, are willing to 
implement them, and properly plan and assess their activities in 
this area. 


There are shortfalls in the actions of the Government of Canada, 
of federal institutions that play a key role in the implementation 
of Part VII and of other federal institutions. Too often, the 
government misses timely opportunities to promote linguistic 
duality or help official language communities overcome their 
challenges. Applying the virtuous circle and the principles of 
implementing Part VII could help. 


GOVERNMENT 
OF CANADA 


Waiting for a clear signal 


Five years after amendments were made to the Official 
Languages Act, the Government of Canada has still not 
affirmed, loudly and clearly, that full and proactive compliance 
with Part VII of the Act is a priority. We are still waiting for the 
government to send a clear signal to let Canadians know that 
full recognition of both English and French in Canadian society 
is still an essential value. 


2 See Figure 1 in the introduction. 


The government missed a golden opportunity to send that 
signal when it responded to the Standing Senate Committee on 
Official Languages’ 2010 report.’ 


In its response,’ the government only described the existing official 
languages administrative structure and talked about the exemplary 
role played by some institutions, such as Canadian Heritage or the 
Department of Justice, in this area. There was no clear willingness 
to do more or make improvements with regard to Part VII, nor was 
there any direct response to the recommendations. 


The government ignored the issue of positive measures, even 
though it was discussed at length in the Standing Senate 
Committee on Official Languages’ report,° and did not remind 
federal institutions that they must meet their responsibilities 

and take concrete actions to promote English and French. The 
government's response did not outline any solutions to help 
institutions that are not fully aware of Part VII issues to overcome 
the challenges they face on a day-to-day basis. 


To further demonstrate its commitment to Part VII, the 
government needs to enhance the Treasury Board's 
responsibilities and strengthen Canadian Heritage‘ role. 


3 Standing Senate Committee on Official Languages, Implementation of Part VII of the Official Languages Act: We Can Still Do Better (Ottawa, 2010). 
Also available on-line at www.parl.gc.ca/40/3/parlbus/commbus/senate/com-e/offi-e/rep-e/rep03jun10-e.pdf (accessed March 31, 2011). 


4 Department of Canadian Heritage, Government Response to the Third Report of the Standing Senate Committee on Official Languages: 
Implementation of Part VIl of the Official Languages Act: We Can Still Do Better, Ottawa, December 7, 2010, unpublished. 


5 The Standing Senate Committee on Official Languages used the term “positive measure” 69 times in its 2010 report on Part VII. 
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The Official Languages Act currently has a significant gap that 
needs to be filled. Part VIII of the Act gives the Treasury Board 
the important responsibility of developing policies relating to the 
implementation of Part IV (communications with and services to 
the public), Part V (language of work) and Part VI (participation 
of English-speaking and French-speaking Canadians) of the 

Act. It does not, however, give such responsibility for Part VII 
(advancement of English and French). 


The amendments made to the Act in 2005 served to specify the 
obligations of federal institutions under Part VII. However, Part VIII of 
the Act was not amended to give the Treasury Board the authority to 
develop policies for the advancement of English and French. 


The sections of the Act dealing with Canadian Heritage’s role 

as coordinator were not changed either. This constitutes a 
significant gap. Although Canadian Heritage’s coordinating 

role enabled it to develop a very useful guide for institutions in 
fulfilling their Part VII responsibilities, this tool may be viewed as 
not binding and does not provide the guidance of the policies 
and directives being developed by the Treasury Board of Canada 
Secretariat under Part VIII. 
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This gap is also a serious hindrance to the good 
governance of the Act and explains why no policy 
dealing specifically with the implementation of 
Part VII was included in the 2010-2011 review of 
the Treasury Board of Canada Secretariat's official 
languages policies. 


Because federal institutions are all interpreting their 
obligations under Part VII in different ways, the 
Commissioner believes that the time has come for 
the government to amend Part VIII of the Official 
Languages Act. This would give the Treasury Board 
the legal authority to monitor the implementation of 
Part VII through policies or directives and, if needed, 
through regulations, in collaboration with Canadian 
Heritage, whose role is to coordinate. This would 
greatly help federal institutions in implementing the 
Act because a comprehensive approach would be 
used, rather than a fragmented one. Separating the 
implementation of Part VII from Part IV would help 
prevent inconsistencies. 
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RECOMMENDATION 1 _ 


Whereas: 


e the Treasury Board and the Department of Canadian Heritage each have specific and complementary roles in the implementation of 
the Official Languages Act 


e the Treasury Board and the Department of Canadian Heritage do not currently have the power or authority to provide proper guidance 
to federal institutions in the implementation of Part VII of the Official Languages Act, 


e the Treasury Board does not currently have the authority to develop policies to give effect to Part VII of the Official Languages Act, 


Therefore, the Commissioner of Official Languages recommends that the Prime Minister of Canada amend Part VIII of the Official Languages Act in 
order to assign the following responsibilities to the Treasury Board: establish policies to give effect to Part VII; recommend regulations to the 
Governor in Council to give effect to Part VII; issue directives to give effect to Part VII; and provide information to the public and to federal 
institutions relating to the policies and programs that give effect to Part VII. 
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The facts speak for themselves 


If the government acts quickly to implement recommendation 1, 
it will send a clear message that it considers the implementation 
of Part VII of the Official Languages Act to be a priority, contrary 
to what its recent actions suggest. 


Sometimes the government makes certain decisions that 
adversely affect the vitality of official language communities and 
the substantive equality of Canada’s two official languages. For 
example, the closing of the Royal Military College Saint-Jean 

in 1995 had a negative impact on the bilingualism of officer- 
cadets as well as on the linguistic duality of the country. For 
Richard Carrier, Associate Professor at the Royal Military College 
of Canada in Kingston, the Royal Military College Saint-Jean 
“{gave] young Francophones, as well as many Anglophones, 
the opportunity to become bilingual officers. . . . Saint-Jean will 
always have a huge advantage for Anglophones in that it offers 
a truly Francophone setting, a form of immersion that cadets 
directly admitted to Kingston do not experience. ”® 


Decisions made over the past few years that resulted in the 
reopening of this institution seemed to indicate that the 
government had recognized its mistake. However, history has a 
way of repeating itself because, since the strengthening of Part VII 
of the Official Languages Act in 2005, the government has rnade 
other decisions without considering their impact on linguistic 
duality and on the development of official language communities. 


In 2006, for example, the government eliminated the Court 
Challenges Program, a decision that, following legal proceedings 
by the Fédération des communautés francophones et acadienne 
du Canada, it reconsidered by creating the Linguistic Rights 
Support Program. 


More recently, the government also decided to eliminate the 
mandatory long-form questionnaire of the 2011 Census without 
consulting official language communities or other concerned 
parties. This decision resulted in many complaints filed with the 
Office of the Commissioner of Official Languages. According to 
the complainants’ allegations, by neglecting to consult official 
language communities before eliminating one of the tools used 
to provide an overview of their situation and measure their vitality, 
the Government of Canada failed to fulfill its obligations under 
the Official Languages Act, particularly with respect to Part VII.’ 


Given the powers assigned to him under the Act, the 
Commissioner of Official Languages had to limit the scope of his 
investigation to the federal institutions that were targeted in the 
complaints and that participated in the government's decision- 
making process. These federal institutions included Industry 
Canada, Canadian Heritage, the Treasury Board of Canada 
Secretariat and Statistics Canada. Having found that these 
federal institutions had not been involved in the decision-making 
process, the Commissioner concluded that they had not violated 
their obligations under the Act. 


6 Richard Carrier, “Collège militaire royal de Saint-Jean: 10 years later,” Canadian Military Journal, Winter 2006-2007, pp. 40 and 44. Also 
available on-line at www.journal.forces.gc.ca/vo7/no4/carrier-eng.asp (accessed March 31, 2011). 


7 The complainants also referred to Part IV of the Official Languages Act. 
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However, the Commissioner also believes that the federal 
government is nonetheless responsible for the full 
implementation of Part VII of the Act, that it must ensure its 
decisions do not impede the development or vitality of official 
language communities and that it must assess the potential 
negative impact of its decisions. Furthermore, if a decision or 
activity has the potential to negatively affect the vitality and 
development of official language communities, measures must 
be taken to mitigate this impact. 


In the case of the decision to eliminate the long-form 
questionnaire of the 2011 Census, the Commissioner shares the 
concerns of official language communities and researchers. Like 
them, he is concerned about the quality of data to be collected 
through the National Household Survey, since participation 

is voluntary. He also questions whether this approach will 
accurately reflect the progress of English- and French-speaking 
minority communities and is uncertain as to whether it will serve 
to adequately assess the impact of the measures taken 

to support their development and promote linguistic duality. 


Proper application of the Commissioner's three principles 
of implementing Part Vll—particularly the one about the 
government promoting the active participation of official 
language communities and other concerned citizens in issues 


that affect them—would have prompted the government to 
conduct a thorough assessment of the impact of its decision on 
the implementation of the Act. Adding two questions on official 
languages to the mandatory short-form census questionnaire,® 
as an afterthought, reinforces the idea that Canada’s linguistic 
duality was the least of the government's concerns when it 
made its decision. 


The government says that it understands the importance 

of having evidence in order to better focus its actions and 

that measures will be taken to ensure the reliability of the 
information collected. According to information made public 
by Statistics Canada, simulations are being conducted by that 
agency to measure the potential impact of switching to a 
voluntary questionnaire on certain communities across Canada. 
However, it seems that Statistics Canada’s simulations may not 
have systematically taken language issues into account. The 
Commissioner will pay special attention to the way in which 
information will be collected to measure the progress of official 
language communities. 


8 The two questions added are: “1) Can this person speak English or French well enough to conduct a conversation? 2a) What language does this person speak 
most often at home? 2b) Does this person speak any other languages on a regular basis at home?". See Industry Canada, Statement by the Minister of Industry, 
Tony Clement, Regarding Changes to the 2011 Census of population, News Release (Ottawa, August 11, 2010), WWW.1IC.gc.ca/eic/site/ic1 .nsf/eng/05762.html| 


(accessed March 31, 2011). 
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The Official Languages Act cannot be fully implemented Because the program is important as a strategic tool, the 
without reliable language data that is comparable to the data government must ensure that the problems surrounding the 

the Government of Canada collected through the long-form creation of the Roadmap 2008-2013—rushed development 
census questionnaire. Without evidence, neither the government and last-minute adoption—are avoided at all costs, especially for 
nor the institutions or their partners will be able to adequately the good of the communities it affects. Fortunately, Canadian 
support the development of official language communities. Heritage and the other Roadmap 2008-2013 partners have 


Moreover, they will not be able to promote linguistic duality already started working and thinking about the Roadmaps future. 


effectively and assess the impact of their actions under Part VII. 
The Roadmap 2008-2013 does not, however, fully address the 


needs of official language communities—far from it. To have a 
fundamental impact, the next version of the Roadmap will have 
The government often presents its Roadmap for Canada’s to target many more than the 15 federal institutions included in 
Linguistic Duality 2008-2013: Acting for the Future as evidence the current version. 

of its unfailing support of the Official Languages Act, particularly 

Part VII. 


Part VII: More than just the Roadmap 2008-2013 


This five-year program is unquestionably one of the Government 
of Canada’s key official languages activities. Between now 

and 2013, the government will invest $1.1 billion to promote 
linguistic duality and support the vitality of official language 
communities in areas such as health, immigration and the arts. 


x: | 
Assessment of the Roadmap 2008-2013 


The Roadmap for Linguistic Duality in Canada 2008-2013: Acting for the Future, the federal government's official languages action 
plan, was adopted in 2008. According to information obtained by the Office of the Commissioner of Official Languages, Canadian 
Heritage plans to conduct a mid-term review of the Roadmap 2008-2013 in 2011-2012 and has already started to look to the 
future. The timing seems right. This will allow federal institutions and their partners to provide an update on the impact of the 
Roadmap 2008-2013, identify the strengths and weaknesses of government initiatives and develop an outline for the new five-year plan. 
For this exercise to produce the expected results, Canadian Heritage will need the resources necessary to carry out this work. Efforts 
will have to be made to ensure that the communities and other key partners have the means to fully participate. 
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KEY FEDERAL INSTITUTIONS INVOLVED 
IN IMPLEMENTING PART VII 


The role of key federal institutions 


Within the federal government, two institutions 
play a key role in the implementation of Part VII 
of the Official Languages Act: Canadian Heritage 
and the Treasury Board of Canada Secretariat. In 
addition to these two institutions, the Department 
of Justice is also involved in implementing Part VII 
as it provides advice to federal institutions on how 
to apply this part of the Act. This involvement 
included contributing to Canadian Heritage's 
guide for the implementation of Part VII. The 
Department of Justice also oversees files dealing 
with government obligations in this area. 


re à 


Canadian Heritage and section 42 


Under section 42 of the Act, Canadian Heritage is responsible 
for encouraging and promoting a coordinated approach to the 
implementation of Part VII by federal institutions. To do this, 

it oversees a network of national section 41 coordinators who 
work in federal institutions and regularly provide additional 
advice to help federal institutions fulfill their obligations. 


The Treasury Board of Canada Secretariat encourages federal 
institutions to take Part VII into account when planning and 
preparing Treasury Board submissions. It also supports the 
work of the regional federal councils, which are composed of 
senior federal officials, and the network of official languages 
champions in order to facilitate cooperation between federal 
institutions and official language communities. 


Generally speaking, federal institutions across the country appreciate the support offered by Canadian Heritage 
under section 42 of the Official Languages Act. Canadian Heritage facilitates interdepartmental coordination, which 
means that it organizes and facilitates discussions among multiple departments on the same issue. For example, 

the section 41 coordinators from all the departments met in October 2010 to discuss progress made on the vitality 
of French-speaking communities in Canada’s three territories and to review the new study? conducted by the 
Canadian Institute for Research on Linguistic Minorities in partnership with Canadian Heritage and the Office of 
the Commissioner of Official Languages. Representatives of French-speaking communities from Yukon, Northwest 
Territories and Nunavut talked about the issues they are currently facing. Participants at the meeting—researchers, 
community members and public servants—then identified options for concrete initiatives that fall under Part VII. 


9 Canadian Institute for Research on Linguistic Minorities, Northern Francophone Communities: Vitality of Francophone Communities in 
the Territories — Summary (Moncton, 2010). Also available on-line at www. 0fficiallanguages.gc.ca/html/etudes_studies_e.php#OLMC 


(accessed March 31, 2011). 
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Areas for improvement 


Federal institutions that play a central role in the implementation 
of Part VII of the Act have the duty to support federal institutions 
in promoting English and French. They must also remind them 
that they are all required to respect Part VII and to develop and 
apply positive measures. 


Among other things, this means that Canadian Heritage needs 
to improve promotion and distribution of the various tools that 
it has developed to help institutions comply with Part VII of the 
Act. To create a true Part VII reflex, federal institutions’ senior 
management and those responsible for all functions of the 
organization (for example, programs, communications, planning, 
and policy implementation) must use these tools. 


To encourage federal institutions to integrate Part VII into their 
organizational culture, Canadian Heritage and the Treasury 
Board of Canada Secretariat must also work more closely with 
each other. As the Fédération des communautés francophones 
et acadienne du Canada pointed out, these two institutions “do 
not always work together and their approaches do not always 
complement one another.”'° 


The importance of working together to promote English 

and French led the Standing Senate Committee on Official 
Languages to issue a recommendation in its 2010 report that 
Canadian Heritage’s national coordinators’ network responsible 
for the implementation of section 41 of the Official Languages 
Act and the Treasury Board of Canada Secretariat's Network of 


Official Languages Champions “ensure effective 
coordination between the headquarters and regional offices 
of federal institutions. ”" 


Better cooperation among members of these two networks 

and federal employees in the regions would greatly foster the 
emergence of promising Part VII initiatives in the field. The 
regional federal councils, which report to the Treasury Board 

of Canada Secretariat, and some of which have an official 
languages committee, can also encourage coordination between 
headquarters and the regions, which is conducive to the 
implementation of positive measures. 


However, the key organizations in the implementation of Part VII 
would be able to provide better support to federal institutions 

if the government ensured that they had the human and 
financial resources they needed. It is difficult for them to provide 
a continuous presence in the regions when they do not have 
the means to do so. For example, according to the Fédération 
acadienne de la Nouvelle-Ecosse, “Canadian Heritage does not 
have the funds in Nova Scotia to fulfill the role described in 
section 42 of the Official Languages Act. The Department does 
not have the funds, personnel or resources to do It properly at 
this point.” ' 


10 Fédération des communautés francophones et acadienne du Canada, The Implementation of the Official Languages Act: A New Approach — A New Vision 
(Ottawa, 2009), p. 16. Also available on-line at www.fcfa.ca/documents/doc_LLO_ENG.pdf (accessed March 31, 2011). 


11 Standing Senate Committee on Official Languages, We Can Still Da Better, p. 50. 


12 Standing Senate Committee on Official Languages, Proceedings of the Standing Senate Committee on Official Languages, Issue 17 (Ottawa, June 11, 2007), p. 7. 
Also available on-line at www.parl.gc.ca/39/1/parlbus/commbus/senate/com-e/offi-e/1 7ev-e.htm?Language=E&Parl=39&ses= 1 &comm_id=595 (accessed 


March 31, 2011). 
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More intergovernmental cooperation is needed 


For Linda Leith, President of the Quebec Community Groups Network, a key issue is “the need for increased levels of cooperation 
between the federal government and provincial government regarding the ‘full implementation’ of Part VIl of the Official 
Languages Act; the need for equality of status and use of French and English in federal government offices in Quebec, as well as 


the need to link service delivery to community development.” 


ALL FEDERAL 
INSTITUTIONS 


Part VII applies to all federal institutions 


We must not forget that the responsibility of implementing 

Part VII of the Official Languages Act lies first and foremost 
with federal institutions. Some institutions, however, mistakenly 
believe that this part of the Act does not apply to them. Others 
do not understand what a positive measure actually is. Still 
others have yet to show that they are capable of implementing 
effective practices to promote English and French. 


A good number of federal institutions are currently behaving as 


though they have only limited Part VII obligations, or none at all. 


Some believe that only the 31 institutions designated under 

the Accountability Framework for the Implementation of 
Sections 41 and 42 of the Official Languages Act have the 

legal obligation to foster the development of official language 
communities and promote linguistic duality. Others believe that, 
while Part VII imposes obligations on them, it does not apply to 
all areas of their activities. 


In this context, it is important to repeat that all federal 
institutions, without exception, have the duty to promote 
English and French in Canada. 


A good process is not a positive measure in itself 


In addition to institutions that do not think they are subject to 
Part VII of the Act, there are also institutions that think they have 
fulfilled their obligations to promote English and French when, 
in fact, they have not. 


Some institutions believe they are taking positive measures 

by complying with Part IV of the Act, which deals with 
communications with and services to the public. This is not the 
case, even though official language communities and bilingual 
citizens obviously benefit when services of equal quality in 
English and French are offered in their region. 


13 Standing Senate Committee on Official Languages, Proceedings of the Standing Senate Committee on Official Languages, Issue 7 (Ottawa, September 13, 2010), 
p. 10. Also available on-line at www.parl.gc.ca/40/3/parlbus/commbus/senate/com-e/offi-e/07eva-e.htm?Language=E&Parl=40&Ses=3&comm_id=595 


(accessed March 31, 2011). 
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Other institutions fail to meet their obligations because they are 
confusing process and results. For example, federal institutions 
must implement processes to raise awareness among their 
employees of the importance of applying Part VII. They must 
also gather documentation and consult official language 
communities to be able to better understand their needs and 
interests, and to better understand the organizations responsible 
for promoting linguistic duality. However, these actions alone 
must not be considered to be positive measures. Rather, they are 
important and necessary practices that should enable institutions 
to define and implement positive measures. 


The importance of applying the principles of Part VII 


Showing a spirited determination in applying Part VII is 
sometimes the ingredient that is most lacking in institutions. 
Consultations conducted by the Office of the Commissioner of 
Official Languages in 2010-2011 found that in British Columbia, 
Alberta and the territories, French-speaking communities 

often find it difficult to see a real willingness among federal 
institutions to meet the requirements of Part VII. In the Atlantic 
region, there were several reports of an almost general 
indifference shown by federal institutions toward the vitality 

of French-speaking communities. 
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Leaders of Quebec's English-speaking communities 
feel that the Government of Canada is not doing 
enough to support the development of their 
communities. In their eyes, there is resistance to the 
idea that English-speaking communities in Quebec 
also need support from federal institutions, which 
results in these institutions not taking any action. 


Other institutions seem to be willing enough, 

but fail to meet their obligation because they do 
not see it through. Some conclude too quickly 
that they cannot do anything useful to promote 
English and French. They give up before they have 
thoroughly explored all the options available to 
them to support communities or promote the 
benefits of linguistic duality. They need to ensure 
that they conduct a complete analysis before 
determining that there is nothing they can do. 


It is important for federal institutions to conduct 
effective formal and informal consultations. All 
too often, official language communities are still 
consulted half-heartedly or sporadically, rather 
than conscientiously and systematically, because 
institutions are more concerned with checking off 
the box next to “Part VII consultation.” 
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The need to be proactive 


In her appearance before the Standing Senate Committee on Official Languages, Linda Leith, President 
of the Quebec Community Groups Network, rightfully pointed out “the need for a proactive consultation 
process that will allow federal institutions to consider our communities’ needs and interests in their 


decision making.” '* 


To adapt government policies and programs to meet the needs 
of English- and French-speaking minority communities, senior 
management and employees of federal institutions must engage 
in an ongoing dialogue with official language communities, keep 
the lines of communication open, and make good use of the 
valuable information these communities provide. An important 
caveat to keep in mind, however, is the fact that just because an 
institution conducts consultations does not mean that everything 
that results from those consultations will necessarily be a positive 
measure under Part VII of the Official Languages Act. For 
example, an action that leads to taking English and French into 
consideration in the delivery of services to the public will remain 
an action under Part IV, even if it resulted from a consultation 
under Part VII. 


Federal institutions also need to cooperate with each other 
better. They do not always collaborate as much as they should 
in applying Part VII, and the responsibility certainly does not 
fall solely on Canadian Heritage and the Treasury Board of 
Canada Secretariat. 


14 Standing Senate Committee on Official Languages, Proceedings, Issue 7, p. 10. 


The various branches of a federal institution sometimes fail to 
take advantage of opportunities to work with each other. For 
example, the communications branch and the policy branch 
sometimes neglect to share the information they have on the 
needs of official language communities. Similarly, head offices 
do not always solicit enough input from regional offices when 
designing, reviewing and evaluating policies and programs. 
This is even more unfortunate because federal employees who 
work in the regions often have good relationships with the 
official language communities and are more familiar with their 
particular situations. 
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Whereas it is the position of the Office of the Commissioner of Official Languages that: 


e the Government of Canada must clearly communicate its commitment to Part VII of the Official Languages Act, must send a loud 
and clear message that implementing Part VII of the Official Languages Act is important and a priority for federal institutions, and 
must make federal institutions more accountable for their actions; 


e the Government of Canada must adopt and communicate a vision of Part VII of the Official Languages Act, and must define the 
results it expects from all federal institutions; 


e the Roadmap for Canada’s Linguistic Duality 2008-2013: Acting for the Future must not be the only proof of the Government of 
Canada’s commitment to Part VII of the Official Languages Act, because this five-year plan targets only 15 institutions, whereas 
all federal institutions must take initiatives to enhance the vitality of official language minority communities and promote 
linguistic duality; 


Therefore, the Commissioner of Official Languages recommends that the Prime Minister of Canada and the Minister of Canadian 
Heritage and Official Languages clearly communicate their commitment to Part VII of the Official Languages Act, and confirm that it 
is important and a priority for all federal institutions to take positive measures to promote English and French and support the 
development of official language communities; 


The Commissioner of Official Languages recommends that the Clerk of the Privy Council take measures to make senior 
management of federal institutions more accountable for the way in which their organizations implement Part VII of the 
Official Languages Act, and ensure that they report the results obtained in this area to the Canadian public; 


The Commissioner of Official Languages recommends that senior management of federal institutions implement the 
Official Languages Act in its entirety, by including Part Vil in their institutions’ decision-making processes. 
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RESPECTING PART VII 
IS A SHARED RESPONSIBILITY 


In summary, to ensure respect for Part VII of the Official 
Languages Act, the Government of Canada must demonstrate 
a much stronger willingness to promote English and French in 
Canadian society. It must also provide the federal institutions 
that play a key role in the implementation of Part VII with the 
tools they need so that they can better fulfill their duties. 


Ultimately, however, the responsibility for promoting English 

and French as well as supporting the development of official 
language communities rests with federal institutions. They have 
the duty, first and foremost, to meet their obligations and take 
the positive measures expected by official language communities 
and all Canadians. 


Achieving this will be difficult at times, but some institutions 
have begun to show the way by taking exemplary initiatives. 
It is time to follow their example. 
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CHAPTER 3 HONOURABLE MENTIONS 


HONOURABLE MENTIONS 


In recent years, several federal institutions have 
found effective ways to strengthen the vitality of 
official language communities, foster improved 
recognition of the importance of linguistic duality 
and encourage increased use of English and French 
in Canadian society. 


Some of these initiatives improved the institutions’ 
ability to adopt positive measures, while others 

led to positive measures whose effects could—or 
already have—become vital to the communities’ 
development or to the status of English and French. 


The following eight examples' of processes and 
positive measures clearly show that compliance 
with Part VIl is first and foremost a question 

of leadership and of applying the principles of 
implementing Part VII of the Official Languages Act. 


— 


The ability of the federal institutions mentioned in this 
chapter to comply with Part VII of the Official Languages Act 
cannot be evaluated using these examples. An evaluation of 
selected federal institutions has been conducted by the Office 
of the Commissioner of Official Languages through its annual 
report card exercise, the results of which are reported in 
chapter 5 of this report. 
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Michel Doiron 
New Brunswick 


TRANSPORT CANADA: 
THE IMPORTANCE OF PLANNING 


Example of: = Sound planning 
Systematic consideration of Part VII 
Principle: Part VII reflex 


“Ensuring that Part Vil was taken into account 
was not easy for Transport Canada,” admitted 
Michel Doiron, the Department's official languages 
champion. “We had difficulty defining positive 
measures because, based on the Department's 
mandate, the communities are not a specifically 
targeted clientele. There were a lot of consultations 
to better understand our obligations, and we 

now have a three-year action plan that balances 
our legal, strategic and operational obligations. A 
plan that we will present to all Transport Canada 
management teams, so that everyone understands 
how the Department plans to meet its obligations. 
[translation]” 


Some institutions, by virtue of their mandate, 
have natural connections with official language 
communities. Others need to consider these issues 
more carefully and ensure sound planning. 


This is why Transport Canada’s efforts with respect 
to Part VII deserve mention. Transport Canada 
started by forming a Part VII advisory committee 
composed of some 15 directors and directors 
general from all of the institution’s branches 

and regional offices. Transport Canada's official 
languages champion chairs the committee. The 


inclusion of regional representatives shows that consideration 
has been given to the need to be as close to the communities 
as possible, and that this will have an impact on the decisions 
related to Part VII activities. 


This committee's efforts enabled Transport Canada to adopt a 
three-year plan for the implementation of Part VII, a plan that 
was finally adopted in October 2010 after months of delay. In 
volume Il of his 2009-2010 annual report, the Commissioner 
of Official Languages expressed his disappointment in the fact 
that this plan had still not been adopted and implemented; this 
delay was largely responsible for the low rating (D) Transport 
Canada received on its 2009-2010 report card for support of 
official language community development and promotion of 
linguistic duality. 


The plan was developed following a series of consultations held 
with official language communities in order to better define their 
particular needs. The plan also results from a comprehensive 
review of Transport Canada's programs and from the definition 
of potential strategic initiatives to help the Department meet 

its obligations. 


It is still too early to determine whether Transport Canada's plan 
will actually lead to positive measures. However, the Department 
should be commended for recognizing that Part VII is a normal 
process for a responsible public service providing services to 

all Canadians. 


In other words, to meet Part VII obligations, federal institutions 
must always begin by clearly indicating in their planning that they 
are willing to promote English and French. Reaching this goal also 
depends on the participation of the institutions’ regional offices. 


ANNUAL REPORT 2010-2011 


THE JUSTICE AND SECURITY NETWORK: 
WORKING TOGETHER TO ADDRESS PART VII 


Example of: | Interdepartmental coordination 
Leadership in sharing best practices 
Principle: Continuous improvement process 


In 2007, Canadian Heritage invited selected federal institutions 
to establish the Network of Stakeholders Working in the Field 
of Justice and Security (the Justice and Security Network). These 
institutions included National Defence, the Royal Canadian 
Mounted Police, the Department of Justice, Canadian Heritage, 
Public Safety Canada, the Public Prosecution Service of Canada, 
Citizenship and Immigration Canada and Health Canada. 


Led by the Department of Justice, the Justice and Security 
Network hosted the Forum on Vulnerable Young Francophones 
in Minority Communities, which brought together about 

30 organizations working with youth. The Forum helped 
participants to establish relationships for future collaboration. 
“Many of the organizations on the ground didn't think that 
we were familiar with their work or that we even knew they 
existed, [translation]" said Andrée Duchesne, Senior Counsel 
and Manager, Francophonie, Justice in Official Languages 

and Legal Dualism at the Department of Justice. 
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In 2010-2011, the members of the Justice and Security Network 
decided to take part in funding scientific research that would 
help better identify risk factors for vulnerable youth from official 
language communities, who cannot always obtain legal and 
social services in their language. 


“Because of interprovincial migration and a growing number 
of English-speaking immigrants in Quebec and French-speaking 
immigrants in provinces with an Anglophone majority, these 
types of problems could increase,” noted Ms. Duchesne. “To 
provide solutions adapted to the needs of official language 
communities with respect to crime prevention, for example, it is 
important to formally document the phenomenon and identify 
the important issues immediately. 


“The strength of the Justice and Security Network,” stressed Ms. 
Duchesne, “is the infectious enthusiasm of the people around 
the table. Some understand Part VII of the Act better than others, 
but everyone demonstrates a strong willingness to apply it. The 
issues We are examining were not on anyone's radar when the 
Network started its work, [translation]” Ms. Duchesne concluded. 


The Justice and Security Network's activities are proof that, when 
it comes to promoting English and French, institutions must not 
give up too quickly. Instead, they should continue to explore and 
be innovative and anticipate potential challenges. 
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CITIZENSHIP AND IMMIGRATION CANADA: 
ENGAGING OFFICIAL LANGUAGE COMMUNITIES 


Community involvement 
Active participation 


Example of: 
Principle: 
Immigration is a priority for French-speaking minority 
communities; they believe that it will enhance their vitality, 
particularly from an economic standpoint.’ For about a decade, 
the Fédération des communautés francophones et acadienne 
du Canada and the Citizenship and Immigration Canada — 
Francophone Minority Communities Steering Committee have 
been working hard to encourage immigration within French- 
speaking communities. 


Since 2003, employees of Citizenship and Immigration Canada 
working in the Canadian Embassy in Paris have organized an 
annual promotion and recruitment event called Destination 
Canada — Job Fair. This event serves to promote Canada as a 
preferred destination for Francophones from several countries in 
Europe, Africa and the Middle East and to provide information 
about Canada's French-speaking communities. Provinces and 
territories as well as community associations are closely involved 
in organizing the event. In November 2010, Destination Canada 
job fairs were held in Paris and Brussels. These events brought 
together representatives from 9 provinces, 2 territories and 

68 employers with more than 2,600 potential immigrants 
selected from among more than 14,000 candidates. A smaller 
Destination Canada job fair was also held in Tunis and organized 
by the Embassy of Canada to Tunisia. 


N 


According to the Fédération des communautés francophones 
et acadienne du Canada, immigration officials from seven 
Canadian embassies organized promotion and recruitment 
events and activities in their respective regions in 2010. The 
Fédération also reported that, for the first time, it had held 
formal meetings with embassy officials to discuss initiatives to 
better promote Francophone immigration outside of Quebec. 


“If Destination Canada is a success story for communities, it 
is largely thanks to continuous support from the provinces 
and territories, and especially the excellent cooperation from 
the Canadian Embassy in Paris for holding this annual event, 
[translation]? said Sylviane Lanthier, Vice-President of the 
Fédération des communautés francophones et acadienne du 
Canada. 


The House of Commons Standing Committee on Official 
Languages also highlighted the value of Destination Canada in 
its report entitled Recruitment, Intake and Integration: What 
Does the Future Hold for Immigration to Official Language 
Minority Communities? This report is based on the testimony 
of many immigration partners. Given its success, this initiative 
should be expanded to other French-speaking countries. It is 
clear that targeted recruitment efforts are required to stimulate 
demographic growth in a minority environment. 


See Citizenship and Immigration Canada — Francophone Minority Communities Steering Committee, Strategic Plan to Foster Immigration to Francophone 


Minority Communities (Ottawa, 2006), p. 8. Also available on-line at www.cic.gc.ca/english/resources/publications/settlement/plan-minorities.asp 


(accessed March 31, 2011). 


Lev) 


Fédération des communautés francophones et acadienne du Canada, Tournée Destination Canada 2010 : la FCFA et les communautés se démarquent auprès de 


plus de 3 000 immigrants potentiels, Press release issued November 23, 2010, www.fcfa.ca/index.cfm?id=241 1 &Repertoire_ No=-7867 18320&Voir=comm 


(accessed March 31, 2011) [French only]. 
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THE MULTIPARTITE COOPERATION AGREEMENT 
ON CULTURE: A USEFUL TOOL FOR EVERYONE 


Example of: ©) Community involvement 
Interdepartmental cooperation 
Principle: Active participation 


Signed in 1998, the Multipartite Cooperation Agreement on the 
Artistic and Cultural Development of Canada’s Francophone and 
Acadian Communities brought together Canadian Heritage, the 
National Arts Centre, the National Film Board, CBC/Radio-Canada, 
the Canada Council for the Arts and the Fédération culturelle 
canadienne-française. The agreement establishes a framework 

for cooperation among the parties and helps formalize the 
commitments made in certain key areas of artistic and cultural 
development in Canada's French-speaking community. 


According to a 2008 study by the Office of the Commissioner 
of Official Languages,’ this agreement has provided the 
framework for a collaborative, horizontal approach, which has 
fostered open dialogue among the parties and has encouraged 
all partners to abide by their commitment to the French- 
speaking communities. 


The 1998 agreement was extended in 2009. The new 
Agreement for the Development of Francophone Arts and 
Culture in Canada, in which Telefilm Canada also participated, 
helps federal cultural agencies work together and develop 
artistic and cultural projects that are meaningful to French- 
speaking Canadians. 


Meanwhile, in Quebec, representatives from the 
English-Language Arts Network and from federal 
institutions that are active in the cultural sector, 
such as Canadian Heritage, agreed in November 
2010 to prepare a document that outlines federal 
support of English-language arts in Quebec. 

This document, which is expected to be released 
near the end of 2011-2012, will respond to 

the recommendation that the Commissioner of 
Official Languages made in the 2008 study: “That 
Canadian Heritage examine various measures to 
ensure issues related to the arts and culture of 
Quebec's Anglophone community are considered 
national issues and addressed as such.”° 


According to Guy Rodgers, Executive Director of 
the English-Language Arts Network, this agreement 
fills a void. “It is essential for us to get support from 
the Canadian government. To flourish, we need to 
get all our federal partners together and see how 
we can collaborate on priorities that have been 
established by our community.” 


4 Office of the Commissioner of Official Languages, Federal Government Support for the Arts and Culture in Official Language Minority 
Communities (Ottawa, 2008), p. 19. Also available on-line at www.officiallanguages.gc.ca/html/stu_etu_032008_e.php 


(accessed March 31, 2011). 


5 Office of the Commissioner of Official Languages, Federal Government Support, p. 53. 
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THE ECONOMIC DEVELOPMENT AGENCY OF 
CANADA FOR THE REGIONS OF QUEBEC 
AND THE QUÉBEC MULTILINGUAL COMMITTEE: 
WHEN BUSINESSES GET INVOLVED 


Example of: Promotion of linguistic duality 
Targeted action 

Principles: Part VII reflex 
Active participation 


The purpose of the Québec Multilingual Committee 
of the Chambre de commerce de Québec, 

created in early 2000, is to make bilingualism and 
multilingualism a priority for the Québec City / 
Chaudière-Appalaches region. Through its actions, 
the Québec Multilingual Committee is also looking 
to increase the number of individuals in this region 
who can effectively use English and, ideally, another 
language, such as Spanish, at work. 


In 2009, the Economic Development Agency of 
Canada for the Regions of Quebec agreed to fund 
certain components of the Québec Multilingual 
Committee's strategic plan. With this funding, the 
Committee and its partner, the Québec Chaudiére- 
Appalaches Office of the Community Economic 
Development and Employability Corporation, 
completed two major projects. 


The Entrepreneurship Road Show initiative showed young 
English-speaking Quebecers that entrepreneurship is a promising 
career path and that the Québec City / Chaudiére-Appalaches 
region is a good place to start a business. 


The Community Economic Development and Employability 
Corporation and the Québec Multilingual Committee also 
produced a guide® to optimal language practices that 
organizations in the Québec City / Chaudiére-Appalaches region 
should adopt. The guide shows managers how to recruit a 
bilingual or multilingual workforce, ensure that their English- or 
French-as-a-second-language training efforts are successful and 
maximize the potential of translators and interpreters. 


“English-speaking Quebecers have plenty to offer companies 

in terms of language skills and expertise,” said Michèle 
Thibeau, Director of the Québec Chaudiére-Appalaches Office 
of the Community Economic Development and Employability 
Corporation. “We're hoping that this best practices guide will 
encourage businesses to reflect upon how their real language 
needs currently impact and will impact their hiring and 
personnel training practices. What's exciting is that both English 
and French speakers can benefit from second-language training 
to better equip them for responding to the question of language 
on the job.” 


6 Québec Multilingual Committee, The Linguistic Audit: A Strategic Tool - A Guide to Optimal Language Practices for Managers of Companies in 
the Québec and Chaudiére-Appalaches Regions (Québec City, 2010). Also available on-line at www.quebecmultilingue.ca/files/Guide_HR_en.pdf 


(accessed March 31, 2011). 
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> (© WESTERN ECONOMIC DIVERSIFICATION CANADA 
2 » \ ANDTHE BILINGUAL MUNICIPALITIES OF MANITOBA 


Example of: | Targeted action 
Intergovernmental cooperation 
Principles: Continuous improvement process 


Part VII reflex 


Founded in 1996, the Economic Development Council for 
Manitoba Bilingual Municipalities is dedicated to helping 

17 municipalities—home to some 100,000 French-speaking 
and bilingual workers—develop opportunity areas such as 
technology and tourism. 


In 2005, the Council launched the “C'est si bon ! Ensemble. 
Together” campaign to promote the bilingualism of its 
member municipalities. Under the Canada-Manitoba Economic 
Partnership Agreement, Western Economic Diversification 
Canada and Entrepreneurship, Training and Trade Manitoba 
supported the development of this campaign. 


The Council also secured significant federal and provincial 
funding in 2010 to support the economic diversification of 
bilingual municipalities, the develooment of environmental 
projects, the design of a plan to promote Francophone tourist 
attractions and products and the provision of counselling 
services for new Canadians. 


Today, thanks in part to the actions of the Economic 
Development Council for Manitoba Bilingual Municipalities, 
linguistic duality has a renewed visibility and prestige in 
Manitoba. Now more than ever, individuals and organizations 


with a proficiency in French are considered to have a competitive 
advantage in this part of the country. 


In November 2010, Manitoba Premier Greg Selinger said 

“... Francophone history and culture adds to the province's 
diversity and attracts travellers from around the world to 
Manitoba's doorstep. Investing, developing and marketing our 
cultural diversity builds on the Manitoba advantage that comes 
with boasting one of Canada’s largest Francophone communities 
outside of Quebec.” 


HEALTH CANADA: 
COMMUNITIES NEED TARGETED PROGRAMS 


Example of: | Community involvement 
Targeted action 
Principles: Active participation 


Part VII reflex 


Members of French-speaking communities outside of Quebec 
often have difficulty obtaining health care services in their 
language. The situation is improving, however, thanks to the 
admissions program of the Consortium national de formation 
en santé, funded in part by Health Canada. 


The program helped 400 young Francophones and francophiles 
to pursue their studies in French in some 15 disciplines within 
the health and medical sector. 


“Were it not for [the program], the only Canadians able to study 
medicine in French would be those living in provinces that offer 
a French-language medical school, i.e. Quebec and Ontario,”® 


7 Government of Manitoba, Local Economy and Francophone Tourism Benefit from Government Investment, Press release issued November 12, 2010, 
http://news.gov.mb.ca/news/index.html?archive=2010-11-01&item=10160 (accessed March 31, 2011). 

8 Consortium national de formation en santé, French-language graduate studies in the health field: Available through CNFS and the University of Ottawa, Press 
release issued January 13, 2011, http://smr.newswire.ca/en/consortium-national-de-formation-en-sante-university/french-language-graduate-studies-in-health-field 


(accessed March 31, 2011). 
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said Coralie C. Boudreau, an Acadian who 
graduated from the University of Ottawa's 
medical school. 


The Consortium national de formation en santé 
program is one of Health Canada's official 
language community support programs. This has 
not always been the case, however. Before 1999, 
Health Canada did not consider supporting the 
development of official language communities 
to be part of its mandate. Senior management 
maintained that the Department's mandate 

was essentially scientific, meaning that it was 
responsible for licensing drugs sold in Canada 
and for studying the risks associated with the 
use of certain substances. 


This perception began to change after the 
Government of Ontario attempted to close 
Ottawa's Montfort Hospital? Although the federal 
government is not directly involved in providing 
health care services to Canadians (this responsibility 
remains with the provinces and territories), it can 
certainly try to improve the delivery of quality 
service in the language of English- and French- 
speaking minority communities in Canada. 


This change of attitude resulted in Health Canada 
gradually laying the groundwork for its activities 
related to Part VII. 


First, the Department supported the creation of two new 
community organizations: the Société Santé en francais 
and the Community Health and Social Services Network. 


Health Canada then made an effort to establish close ties 

with official language communities and the organizations 
representing them. The Department also developed a 

close working relationship with its provincial and territorial 
counterparts, other federal institutions such as Canadian 
Heritage, and post-secondary educational institutions responsible 
for training future health care professionals in Canada. 


Health Canada's senior management further institutionalized the 
Part VII reflex by insisting that issues regarding the promotion 

of English and French be systematically taken into consideration 
when developing or revising programs. 


Moreover, by working with the communities, sector experts 

and evaluation specialists, over the years, Health Canada 

has managed to identify indicators to demonstrate that their 
programs have had a positive impact on the health care situation 
of official language communities. 


“Positioning Part VII as an essential activity in implementing 
Health Canada’s priorities required significant effort,” said Roger 
Farley, Executive Director of Health Canada’s Official Language 
Community Development Bureau. “But thanks to its leadership, 
the Department is now better positioned than ever to meet 

its obligations under both the Official Languages Act and the 
Canada Health Act. [translation]” 


9 In 2002, the attempt to close the Montfort Hospital in Ottawa, and then to reduce the services it offered, failed thanks to the efforts of 
Franco-Ontarians who involved the courts, in what turned out to be a happy ending for French-speaking communities. 
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~) THE NEW BRUNSWICK FEDERAL COUNCIL: 
LET'S TALK ABOUT PART VII 


Example of: = Interdepartmental coordination 
Community involvement 

Participation of federal councils in the 
implementation of Part VII 

Active participation 

Part VII reflex 


Principles: 


The New Brunswick Federal Council held its sixth annual 
Official Languages Week from January 24 to 28, 2011. This 
event, which is organized for all federal government employees 
working in New Brunswick, involves a wide range of activities 
related to official languages. 


This year, to highlight the fifth anniversary of the amendment 
to Part VII of the Official Languages Act, the Federal Council 
decided to invite community leaders and federal employees 
to a day-long event dedicated to discussing issues related to 
the implementation of Part VII. The Day of Dialogue with the 
Community brought together representatives from 30 federal 
institutions and 29 community organizations, it helped raise 
awareness among federal employees of the importance of 


Part VII and, most importantly, it helped establish a dialogue with 


the official language community. Community representatives 


were able to explain both the difficulties that the French-speaking 


community is currently facing and the priorities that will be 
taken into consideration, including some that are outlined in 
the global development plan of Acadian New Brunswick. '° 


During the event, the French-speaking community wanted to 
show federal employees that it does not consider itself to be 

a minority because, under the Canadian Charter of Rights and 
Freedoms and the Official Languages of New Brunswick Act, it 
has equal status with the province's English-speaking community. 


The day's productive dialogue between representatives of the 
official language community and federal institutions certainly 
helped bring them closer. This event should prompt federal 
institutions to improve the way in which they take the priorities 
of French-speaking communities into account in the future. 

All of the discussions that took place on the Day of Dialogue 
with the Community will be presented to the members of the 
New Brunswick Federal Council so that they can determine the 
next steps. This type of initiative is entirely within the scope of 
other federal councils that have, to varying degrees, productive 
relationships with official language communities. These dialogue 
events provide a chance to get to know one another, a forum to 
keep abreast of the latest issues and an opportunity to review 
and renew actions. 


10 Société de l'Acadie du Nouveau-Brunswick, Plan de développement global de l’Acadie du Nouveau-Brunswick (2009-2014) (Petit-Rocher, 2009), 


www.sanb.ca/FileSystem/id/215 (accessed March 31, 2011) [French only]. 
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WE ALL HAVE TO 
PLAY OUR PART 


To support the development of official language communities, 
strengthen the visibility of linguistic duality and promote learning 
the other official language, federal institutions need to have a 
detailed analysis of intervention opportunities available to them; 
they need to get closer to English- and French-speaking minority 
communities to better understand their needs; and they need 

to establish close relationships with other concerned parties, 
particularly other federal institutions. 


All federal institutions can promote English and French as 
stipulated in the Official Languages Act. This is equally within 
the reach of institutions whose mandate seems to naturally lend 
itself to Part Vil-related activities as it is for institutions whose 
opportunities for initiatives are less obvious. 


For example, Health Canada and Transport Canada used to think 
that Part VII did not concern them as much as other institutions 
and that they did not have much of an opportunity to promote 
English and French in Canadian society. However, over the years, 
these departments moved from an institutional view dominated 
by the idea that “Part VII does not apply to us” to a more 
proactive one that asks: “How can we play our part?” 


Clearly, federal institutions have some thinking to do. According 
to the principles of implementing Part VII of the Official 
Languages Act, they should engage in constructive dialogue 
with official language communities and citizens in order to 
continually improve their action. “How can we play our part?” 
is what all federal institutions, without exception, should now 
be asking. 
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COMPLIANCE 


This chapter describes the issues identified through 
the complaints received by the Office of the 
Commissioner of Official Languages and through the 
investigations and audits conducted in 2010-2011. 

It also describes the situation regarding services 
provided by federal institutions in both official 
languages to the travelling public. 


COMPLAINTS 


As an ombudsman, the Commissioner of Official 
Languages is responsible for ensuring that federal 
institutions respect the language rights of the 
general public and of their employees. 


The Commissioner frequently uses a proactive 
approach to help federal institutions realize the 
vision of a Canada where linguistic duality is a core 
value. He also intervenes when members of the 
general public or employees of the federal public 
service draw his attention to a particular situation. 


In most cases, when the Office of the 
Commissioner receives a complaint, it conducts 
an investigation—based on a facilitated complaint 
resolution process—to help the federal institution 
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resolve the situation. This approach is used with the consent of 
both the complainant and the institution. If this does not work 
or if the situation does not lend itself to this approach, a formal 
investigation is conducted and a decision is made on whether 
the complaint is founded. If the complaint is determined to 

be founded, the Commissioner can issue recommendations to 
help the federal institution resolve the situation. If an institution 
refuses to meet its obligations or implement the Commissioner's 
recommendations, the complainant or the Commissioner may in 
some circumstances seek legal recourse before the Federal Court 
to obtain a remedy that is considered appropriate and just in the 
circumstances. 


Overview of complaints received 


Each year, hundreds of Canadians inform 
the Office of the Commissioner of the 
difficulties some federal institutions have 
complying with the Official Languages Act. 


In 2010-2011, the Office of the 
Commissioner received 1,116 complaints, 
compared with 1,729 in 2009-2010. There 
are times when a particular problem results 
in many people joining forces and many 
complaints being submitted. In 2009-2010, 
close to 900 complaints were received about 
a CBC/Radio-Canada decision that affected 
the French-speaking community of Windsor, 
Ontario. And this year, over 400 complaints 
were filed against Air Canada regarding 
language-of-work issues. 


The Office of the Commissioner determined that, of the 
1,116 complaints it received, the vast majority (981) were 
admissible, and could therefore be subject to an investigation. 
Over 90% of the admissible complaints were from 
Francophones. The number of admissible complaints filed by 
Anglophones was relatively low, but nonetheless it increased 
from 46 in 2009-2010 to 63 in 2010-2011. 


This year, complaints pertaining to language of work comprised 
just over half (52%) of the complaints that the Office of the 
Commissioner determined to be admissible. 


Figure 2 

ADMISSIBLE COMPLAINTS IN 2010-2011 BY PART 

OF THE OFFICIAL LANGUAGES ACT 

512 Language of work (Part V) 


298 
to the public (Part IV) 


109 Advancement of English 
and French (Part VII) 


(Part XI, section 91) 
5 Other 
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Communications with and services 


6 Equitable participation (Part VI) 


51 Language requirements of positions 
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When an official language community rallies together: the SOS CBEF example 


Nicole Larocque is the Chair of SOS CBEF, a group that was created following CBC/Radio-Canada’s decision in 
2009 to impose cuts on the only Francophone radio station in southwestern Ontario. According to Larocque, 
“CBEF plays an essential cultural and social role in Windsor’s Francophone community. The elimination of these 
programs was a considerable shock when you consider that our community is particularly vulnerable, and that 
CBEF had already undergone major budget cuts in the past. [translation]" 


SOS CBEF is a co-applicant in the Federal Court proceedings the Commissioner of Official Languages initiated 
in 2010 to have his jurisdiction to investigate this type of complaint recognized and to encourage CBC/Radio- 
Canada to review its decision regarding CBEF. For its part, SOS CBEF is demanding that all programs eliminated 
in 2009 be reinstated. 


FIGURE 3 
Admissible complaints by part of the ADMISSIBLE COMPLAINTS IN 2010-2011 RELATING TO PART IV 
Sata RENÉE net OF THE OFFICIAL LANGUAGES ACT 


Figure 3 shows the distribution 
of complaints regarding 
communications with and services 
to the public (Part IV of the Act) 
and highlights the prevalence 

of complaints related to 
communications with the 

public in writing or in person. 


19 Communications with 
the public by telephone 


23 Communications in the media 
54 Ground services for 
the travelling public 


68 Communications with the 
public in person 

70 Communications with 
the public in writing 


64 Other reasons for complaints 
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In 2010-2011, allegations raised about contraventions of Part IV 
of the Act were mainly from Quebec, the National Capital 
Region, the Atlantic provinces and Ontario. Most of those who 
filed complaints under this category were Francophones. The 
Office of the Commissioner received 16 complaints from French- 
speaking Canadians in the Atlantic region after Service Canada 
decided to change the way in which it provides services to the 
public in that region. The Office of the Commissioner will be 
examining these complaints in the upcoming year. 


Part V of the Act states that “English and French are the 
languages of work in all federal institutions." In 2010-2011, 
the Office of the Commissioner determined 512 complaints 
relating to Part V to be admissible. 


This year, the Office of the Commissioner received 

109 complaints related to how the Government of Canada 

and federal institutions fulfilled their obligations regarding the 
advancement of English and French and the development of 
official language communities (Part VII of the Official Languages 
Act). Canadian Heritage, Industry Canada, Statistics Canada and 
the Treasury Board of Canada Secretariat were each targeted 

by 21 complaints, for a total of 84 complaints, as a result of the 
Government of Canada's decision to eliminate the long-form 
questionnaire of the 2011 Census. 


In 2010-2011, the Office of the Commissioner received 

51 complaints regarding the language requirements of federal 
public service positions (Part XI, section 91 of the Official 
Languages Act). 


INVESTIGATIONS 


This section deals with complaints whose investigations were 
completed during the 2010-2011 fiscal year. 


Some of the recurring situations faced by federal institutions are 
highlighted in the following paragraphs. Also described is how 
these institutions have succeeded in overcoming their challenges 
or how they should address them. 


Meeting demand starts with anticipating demand 


Federal institutions must be able to measure and anticipate 
demand in order to offer service of equal quality in English 

and French. The Office of the Commissioner conducted two 
investigations following complaints received against the 
Immigration and Refugee Board of Canada. These investigations 
clearly demonstrate the importance of good planning. 


One investigation dealt with complaints that some refugee 
status applicants could not obtain a hearing in French within 
the same timeframe as they could obtain a hearing in English. 
At the time of the investigation, in fact, there were not enough 
bilingual members of the Immigration and Refugee Board at its 
Toronto office. Furthermore, this office could not determine the 
bilingual capacity required to provide services of equal quality to 
its French-speaking clients in the Toronto area. 


Fortunately, the Immigration and Refugee Board has started to 
implement a new case management system that will enable it to 
record official language data on claims for refugee protection. 
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With these statistics, it will be able to better assess its specific 
bilingual human resources needs and ensure that more bilingual 
people are assigned to these positions. 


In the context of the second investigation, this one on the 
administration of justice (Part Ill of the Official Languages 

Act), the Commissioner of Official Languages found that 

under section 20(2) of the Act, the Immigration and Refugee 
Board had not translated its final decisions, which were issued 

in English, into French within a reasonable timeframe. The 
Commissioner concluded that the institution had not established 
a procedure for having these documents translated and was 
therefore not able to take the necessary steps to address this 
challenge appropriately. 


To correct the situation and follow up on the Office of the 
Commissioner's investigation, the Immigration and Refugee 
Board adopted a process whereby translations will now be 
completed within a reasonable timeframe. It also signed 

an agreement with the Translation Bureau, which assigned 
translation teams for these decisions. 


Citizenship ceremonies: A golden opportunity 


Over the past few years, the Office of the Commissioner of 
Official Languages has received complaints that some judges 
presiding at citizenship ceremonies organized by Citizenship 
and Immigration Canada were not bilingual or spoke very little 
French. These complaints also stated that employees from this 
department (or individuals acting on its behalf) did not always 
provide services in both official languages. 
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Although the Governor in Council appoints citizenship 

judges, Citizenship and Immigration Canada must ensure that 
citizenship ceremonies are conducted in both official languages 
when there is significant demand in accordance with the Official 
Languages (Communications with and Services to the Public) 
Regulations. The Office of the Commissioner's investigation 
found that, during the ceremonies cited in the complaints, 
Citizenship and Immigration Canada did not meet the 
requirements of Part IV of the Official Languages Act. 


In response to the Office of the Commissioner's investigation, 
Citizenship and Immigration Canada took measures to address 
the problems raised in the complaints made by the public. It 
launched a dialogue with certain official language communities 
to comply with its obligations regarding the promotion of 
English and French during the ceremonies. Citizenship and 
Immigration Canada now provides language training to 
citizenship judges so that they can conduct the ceremonies in 
both official languages. The speech made by judges during 
these events will be revised in order to better reflect Canada's 
linguistic duality. 


These ceremonies are a great opportunity to emphasize the 
value of linguistic duality across the country, regardless of 
whether the office is designated bilingual. Unfortunately, this 
opportunity is not always seized. Citizenship and Immigration 
Canada has recognized the importance of promoting linguistic 
duality and has begun taking measures to ensure that It is 
properly taken into consideration. 


45 


46 & 


Commissioner discusses linguistic duality with new citizens 


In June 2010, the Commissioner of Official Languages was a speaker at 
the citizenship ceremony organized by Citizenship and Immigration 
Canada in Montréal. At this event, 53 people from 18 countries became 
Canadian citizens. The Commissioner encouraged them to help promote 


linguistic duality. 


Federal institutions in the digital age 


The Official Languages Act does not provide federal institutions 
with clear answers on how to operate in the digital universe. 
However, the Commissioner believes that the digital world 

is essentially an extension of the paper universe and that, 
consequently, federal institutions must: 


provide the public with on-line government services of equal 
quality in both official languages; 


provide their employees with computer systems in the official 
language of their choice; 


maintain a balance between the English and French 
information they distribute to the Canadian public via 
the Internet; 


meet their official languages obligations when communicating 
with or consulting the public through social media. 


5 


francais.shtml (accessed March 31, 2011) [French only] 


If federal institutions do not factor in these four 
points, members of the public or employees of the 
federal public service can file a complaint with the 
Office of the Commissioner of Official Languages. 
For example, many people have contacted the 
Office of the Commissioner to complain about the 
poor quality of the French version of certain federal 
Web sites, a situation that is sometimes caused by 
the use of machine translation tools. In 2010, the 
Office of the Commissioner received complaints 
about the Royal Canadian Mounted Police, which had decided 
to direct its visitors to Google Translate, an on-line translation 
software, as an option to produce a more timely French 
translation of the texts that interested them. 


These complaints led the Commissioner to take a proactive 
approach concerning the quality of the English and French 
used on over 200 federal Web sites. During his review, the 
Commissioner also checked to see whether English and French 
had equal prominence on government Web sites. 


This intervention found that about a dozen federal Web sites did 
not comply with the Official Languages Act. The Office of the 
Commissioner encouraged those responsible to correct the situation 
and, since then, some of the sites have been adjusted accordingly. 


While federal institutions can use computer programs at a 
certain point in the translation process, they must also plan for 
translations to be reviewed by a human being to ensure their 
quality so that English-speaking and French-speaking Canadians 
receive the services to which they are entitled. 


See “La GRC propose Google Translate,” Radio-Canada, August 2, 2010, www.radio-canada.ca/regions/colombie-britannique/2010/08/02/002-grc-cb-traduction- 


ANNUAL REPORT 2010-2011 


Is machine translation reliable? Not really... 


Donald Barabé, Vice-President of the Translation Bureau, notes that machine 
translation produces much better results today than it did 10 years ago. This is 
because computers now use probabilities to choose the translation that will most 
likely fit a given context. “However, in the vast majority of fields, the machine is 
not capable of producing quality publications. It can only provide the reader with 


an idea of what the text is about.” 


That said, can federal institutions benefit from machine translation by including 

it as a step in their translation process? “I’m not sure,” said Mr. Barabé. “Studies 
conducted by the Translation Bureau show that the computer often produces a first 
draft that is so bad that it would be better to ask a professional translator to redo 
the translation than to have him or her edit the work already done. [translation] 


Positive measures can be planned 


In 2010-2011, the Office of the Commissioner received a 
number of complaints that Industry Canada had not taken the 
needs of French-speaking minority communities into account 
when designing and implementing the Knowledge Infrastructure 
Program. The federal government adopted this two-year $2 billion 
economic measure to stimulate the Canadian economy and 
create jobs. Among other things, this program enabled repair, 
maintenance and construction projects to be carried out in 
Canadian post-secondary institutions. 


The Office of the Commissioner's investigation determined that 
the program had produced benefits for some official language 
communities but that these benefits were fortuitous rather 
than planned. Industry Canada gave priority to projects that 
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would improve the quality of the research 
and development conducted in universities 
and to projects that would improve the 
quality of training facilities in colleges. Some 
post-secondary institutions located in official 
language communities benefited from these 
projects; however, it seems that this positive 
outcome was more of a pleasant surprise 
than an anticipated result. 


The Office of the Commissioner believes that 
before, during and after the implementation 
of the Knowledge Infrastructure Program, 
Industry Canada should have taken specific, 
deliberate measures to define the needs and 
interests of official language communities 
and to take them into account. The fact 
that one initiative from one federal institution happened to 
have had a positive impact on English and French in Canada is 
not enough. Each institution must consciously work towards 
obtaining this result to maximize the likelihood that this will 
happen and ensure optimal compliance with Part VII of the 
Official Languages Act. 


Complying with a directive is not the same as complying with the 
Official Languages Act 


Some federal institutions feel that they do not have to consider the 
needs and specific characteristics of official language communities 
when they are complying with a governmental directive. 

The development of all federal policies and directives, and their 
implementation by federal institutions, must contribute to achieving 
the objectives of Part VII of the Official Languages Act. 


For example, in 2009, the Fédération franco-ténoise filed 
complaints against Public Works and Government Services 
Canada and the Treasury Board of Canada Secretariat. It said 
that these institutions had not complied with Part VII of the Act 
because they had not considered the Fédération as a priority 
ourchaser when selling surplus federal land and buildings in 
Yellowknife, Northwest Territories. 


A review of the decision-making process behind this property 
transaction led the Office of the Commissioner to conclude that 
Public Works and Government Services Canada should have 
identified and factored in the needs and specific characteristics of 
the Fédération franco-ténoise. In its application of Treasury Board's 
Directive on the Sale or Transfer of Surplus Real Property, Public 
Works and Government Services Canada did not take into account 
the fact that the Fédération franco-ténoise had had an opportunity 
to acquire a building that could have housed several community 
associations, which would have contributed to the vitality of 

this community. 


For these reasons, the Commissioner recommended that Public 
Works and Government Services Canada establish clear internal 
directives to ensure that the Part VII obligations of the Official 
Languages Act are understood by managers and taken into 
account when selling or transferring surplus land and buildings 
(or in any other type of related transaction). 


The Office of the Commissioner reminded the Treasury Board 
of Canada Secretariat that it must factor in Part VIl when 
developing its policies and directives. In addition, the objectives 
of Part VII of the Act should be more clearly detailed in the 
provisions of policy instruments that fall under the authority of 
the Treasury Board of Canada Secretariat. This would enable 


federal institutions to take these objectives into account more 
effectively when conducting these types of transactions. The 
Commissioner believes that the Treasury Board of Canada 
Secretariat needs to make the appropriate clarifications. 


Linguistic designation of positions 


Section 91 of the Official Languages Act states that federal 
institutions must objectively determine whether a position 
should be designated unilingual or bilingual. The linguistic 
designation of a position is to be determined in part by taking 
into account the obligations regarding the delivery of services 
to the public and regarding language of work. This means that 
a position is likely to be designated bilingual if the incumbent 
must serve the public in both official languages, if the position is 
located in a region designated as bilingual for language-of-work 
purposes, or if the incumbent must supervise or provide advice to 
federal public service employees who have language-of-work rights. 


The Public Safety Canada situation 


In volume Il of his 2009-2010 annual report, the 
Commissioner of Official Languages indicated that Public 
Safety Canada intended to implement an action plan to 
review the linguistic designation of EX minus one positions 
that have supervisory functions. Since then, the Department 
has implemented the plan, but appears to be continuing to 
advertise job postings with linguistic profiles that do not seem 
to have been established objectively, given the degree of 
complexity of the tasks that the incumbents have to carry out. 
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Federal institutions must then establish, equally objectively, the level This type of practice is obviously risky because it can lead to 


of language skills that the incumbent must have in order to carry language-of-work issues. For instance, a supervisor whose 
out his or her tasks. Federal government employees in bilingual language skills are below recommended levels would have 
positions must have language skills in reading comprehension, difficulty supervising his or her employees in the official 
written expression and oral interaction in their first and second language of their choice because of the nature of the 


official language. There are three levels for each skill: A (beginner), tasks and the complexity of communications. 

B (intermediate) and C (advanced). For example, a position with 

a CBC/CBC linguistic profile requires the incumbent to be able Unfortunately, Treasury Board's Directive on the Linguistic 

to write in his or her second language at an intermediate level; Identification of Positions or Functions,’ to which many 

a position that involves few complex interactions and requires managers refer, does not take the foregoing into account and 
the incumbent to carry out simple, concrete tasks in his or her states that federal institutions can establish the linguistic profile 
second language could be designated BBB/BBB. A supervisory or of supervisory positions at the BBB/BBB level as a minimum. 
managerial position, or a position that requires the incumbent to 
work with abstract concepts or give strategic advice should be 
designated at least CBC/CBC. 


The Commissioner believes that the level of language skills 
required to supervise employees in regions designated as 
bilingual for language-of-work purposes should be at least 
CBC/CBC. Supervisors must provide feedback and advice to 
their employees and handle sensitive issues related to human 
resources management and performance assessments, all in 
the preferred official language of each employee. 


The Office of the Commissioner's investigations found that 
many federal institutions often make do by assigning the 
minimum linguistic profile to positions without conducting an 
objective assessment. This explains why sometimes, within the 
same institution, positions involving tasks with varying degrees 
of complexity all have a linguistic profile of BBB/BBB (bilingual 
position), French essential (unilingual position) or English 
essential (unilingual position). 


RECOMMENDATION 3. 


The Commissioner of Official Languages recommends that, by November 30, 2012, the President of the Treasury Board 
establish CBC/CBC as the minimum level of language skills required to supervise employees in regions designated as 
bilingual for language-of-work purposes. 


2 Treasury Board of Canada Secretariat, Directive on the Linguistic Identification of Positions or Functions (Ottawa, 2004), 
www.tbs-sct.gc.ca/pol/doc-eng.aspx?evttoo=X&id=12524&section=text (accessed March 31, 201 1). 
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RE 
BBB/BBB is not a one-size-fits-all solution 


In 2011, the Office of the Commissioner of Official Languages 
published a study called Beyond Bilingual Meetings: Leadership 
Behaviours for Managers, which shows that establishing BBB/ 
BBB as the level of language skills required for intermediate 
supervisory positions prevents federal institutions from 
complying with their language-of-work obligations. “In the end, 
it is not enough to designate supervisory positions as bilingual 
and to staff them imperatively. All supervisory positions must 
have a language profile of CBC and the incumbents must 
maintain their skills in their second official language to ensure 
actual bilingual capacity and foster a bilingual workplace. ”? 


AUDITS 


The Office of the Commissioner of Official Languages 
intervenes in a preventive or targeted manner, depending on 
the circumstances, by auditing federal institutions’ compliance 
with the Official Languages Act. These audits usually lead 

to recommendations for improvement. The Office of the 
Commissioner conducted three audits this year. 


Environment Canada 


On June 2, 2010, the Office of the Commissioner published 
the follow-up to its 2008 audit of the bilingual weather and 
environmental services provided on the Environment Canada 


automated telephone network. The 2008 audit had shown 
major shortcomings in the active offer of bilingual services 
and the availability of bilingual weather information on the 
automated telephone network. 


The follow-up report revealed that Environment Canada and the 
Meteorological Service of Canada demonstrated good leadership 
by taking concrete measures to ensure that Canadians can 
obtain information on the weather and the environment in the 
official language of their choice. 


Service Canada 


On December 7, 2010, the Office of the Commissioner 
published an audit report on the delivery of bilingual services 
by Service Canada centres, outreach sites and call centres. 


The audit revealed that Service Canada had set up a 

framework to administer the official languages program and 
that progress had been made on the active offer of bilingual 
services. However, shortcomings still exist, particularly with 
regard to bilingual capacity in some regions and the formal 
mechanism for consulting with official language minority 
community representatives. To address these shortcomings, the 
Commissioner made seven recommendations to Service Canada. 
The institution has developed an action plan to address the 
recommendations. 


3 Office of the Commissioner of Official Languages, Beyond Bilingual Meetings: Leadership Behaviours for Managers (Ottawa, 2011), p. 8. Also available on-line at 


www.officiallanguages.gc.ca/html/stu_etu_032011_e.php (accessed March 31, 2011) 
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National Defence 


On March 8, 2011, the Office of the Commissioner published 
a follow-up to its 2006 audit of the language of work at 
National Defence Headquarters. The 2006 audit had shown 
that Anglophones and Francophones had not received equal 
treatment with regard to language of work at Headquarters, 
and that working conditions had not allowed Francophones 
to use their language. 


The follow-up revealed that National Defence had adopted 


some useful measures and made significant efforts to promote 


both official languages and to raise employees’ awareness of 


their rights and obligations. Four years after the audit, however, 


it seems that there are still not enough bilingual supervisors 
and military personnel who are able to provide central services 
in English and French, which makes it difficult to create a 
work environment that is conducive to the use of both official 
languages at National Defence Headquarters. 


Positive results 


The Commissioner has noted that the three institutions that 
were audited seem determined to act on his findings. The 
commitment demonstrated by senior management and staff 
at Environment Canada, Service Canada and National Defence 
will help these institutions resolve their issues and strengthen 
linguistic duality for years to come. 
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Two upcoming audit reports 


The Office of the Commissioner of Official Languages 
conducted two audits in 2010-2011. In spring 2010, it 
initiated an audit of service delivery in English and French to 


Air Canada passengers. The report will be released in fall 2011. 


In March 2011, the Office of the Commissioner began its 
review on how Industry Canada is fulfilling its responsibilities 
under Part VIl of the Official Languages Act, especially section 41. 
This report is expected to be released in spring 2012. 


THE TRAVELLING PUBLIC 


Federal institutions that are called upon to serve the travelling 
public are often the first point of contact for visitors to Canada. 
They are therefore well positioned to show that linguistic duality 
is a fundamental Canadian value. Unfortunately, some of these 
institutions do not seem to understand that English and French 
must be treated equally at all times. 


A number of federal institutions that are unable to ensure the 
substantive equality of English and French on site believe that 
they are properly fulfilling their language obligations because 
they have bilingual capacity. For example, during investigations 
conducted by the Office of the Commissioner, the Canada 
Border Services Agency and the Canadian Air Transport Security 
Authority have very often insisted that bilingual officers were 
on duty at the time of an incident described in a complaint. 
Nonetheless, complainants could not receive service of equal 
quality as they would have had to wait longer to be served in 
their preferred official language than those being served in the 
other official language. 
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French-language service at Air Canada 


Francophones. [translation]" 


Some institutions use logistics or technology 

as pretexts to justify the fact that they do not 

offer services of equal quality to Anglophones 

and Francophones. For example, at some border 

Ww crossings in Ontario, the Canada Border Services 
ae a Agency considers it appropriate to make French- 

Michel Thibodeau Speaking travellers go to bilingual officers located 

Ontario 


Michel Thibodeau and his wife took two disappointing trips with Air Canada in 2009. “This carrier 
repeatedly failed to serve us in French on board the aircraft. It was the same when our luggage 
arrived at the airport in Toronto and Ottawa. We therefore initiated legal proceedings in the 
Federal Court to ensure our rights are respected. [translation]” 


This is the second case Michel Thibodeau has filed against Air Canada. In the first instance, he 
won his case before the Federal Court of Appeal in 2007, seven years after he filed his complaint. 
Taking the language rights of all French-speaking travellers to heart, Michel Thibodeau perseveres. 
“With the support of the Office of the Commissioner of Official Languages, we have shown 

that, over the years, Air Canada has systematically failed to meet its obligations under the 

Official Languages Act. We ask that the Federal Court compensate us for the violations of our 
language rights and render an order imposing measures to force Air Canada to come up with a 
definitive solution to the systemic problems hindering its full respect of our rights and those of all 


Commissioners of official languages have long deplored the fact that complainants must go to 
court to obtain concrete and long-term results from federal institutions. 


in the secondary examination area because, logistically, it would 
be impossible for the bilingual officers to go to the travellers. 
The Canadian Air Transport Security Authority says that sorting 
mechanisms, such as floor mat randomizers that automatically 
select a service point for each traveller, prevent visitors who wish 
to be served in the official language of their choice from being 
directed towards a line where bilingual employees are assigned. 
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Other institutions have a minimalist interpretation of the 
Official Languages Act. As a result, most major Canadian airport 
authorities mistakenly continue to interpret their language 
obligations in a very narrow way, as if they only applied to the 
travelling public and not the general public, and as if the Act 
only applied to the area restricted to travellers but not the rest 


RECOMMENDATION 4 


of the airport. For example, most airport authorities believe that 
passengers with a boarding pass have the right to be served 

in the official language of their choice at stores located in the 
area of the airport restricted to passengers, but not in the cafés, 
restaurants or stores located outside of the security gates. 


The Commissioner of Official Languages recommends that, by March 31, 2013, the Minister of Transport, Infrastructure and 
Communities make the necessary legislative changes to clarify the language obligations of airport authorities and thus confirm the 
right of the general public to communicate with them and receive services in either official language, pursuant to Part IV of the 


Official Languages Act. 
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CHAPTER 5 REPORT CARDS 


REPORT CARDS 


This chapter presents the results of the report 
cards, a performance evaluation tool developed in 
2004 by the Office of the Commissioner of Official 


Languages and used to analyze federal institutions’ 


performance in terms of their application of the 
Official Languages Act. 


METHODOLOGY 


The Office of the Commissioner has refined the 
methodology used in report card evaluations 
over the past seven years. For example, in 2009 
following the DesRochers decision, the Office 
of the Commissioner adapted the criteria for 
evaluating federal institutions in light of the 
Supreme Court of Canada’s interpretation of 
Part IV of the Act. 


The Office of the Commissioner draws from 

two primary sources of information to produce 

its report cards. It collects statistical data to 
determine whether a federal institution is applying 
the principle of active offer of services in its 
communications with the public, and whether 
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its services are of equal quality in English and in French. It also 
interviews representatives of targeted institutions to get a better 
understanding of the situation, including whether the institution 
has adequate procedures to promote English and French. 


Some 200 federal institutions are subject to the Official 
Languages Act. Because the report card process cannot evaluate 
them all, each year the Office of the Commissioner selects 
several federal institutions that have never received a report 
card and some that need to be reassessed. 


The 2010-2011 report cards comprise evaluations of 13 federal 
institutions selected on the basis of their providing significant 
funding to Canadians and volunteer organizations.' As Part VII 
of the Act is a major theme in this year’s annual report, 

the Office of the Commissioner evaluated how well these 
institutions complied with Part VII when providing funding. 


Canadian Heritage and the Treasury Board of Canada Secretariat 
were evaluated as regular federal institutions, rather than 
institutions with specific duties as stipulated in the 

Official Languages Act. 


The institutions were evaluated based on six variables, each 
worth between 10% and 30% of the overall rating.? The results 
of the federal institutions are given as letters that correspond to 
the following scale: 


e A = EXEMPLARY 
e B= GOOD 

e C=FAIR 

oD — POOR 

e E=VERY POOR 


1 Industry Canada, a federal institution that falls under this category, was not evaluated this year because it received a report card last year and is currently 
undergoing an audit by the Office of the Commissioner of Official Languages. The performance evaluation of the Canadian Northern Economic Development 


Agency was postponed because it was created only recently. 


2 For more information on how institutions were evaluated, please see the rating guide on the Office of the Commissioner of Official Languages’ Web site at www. 


officiallanguages.gc.ca. 
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REPORT CARDS FOR FEDERAL INSTITUTIONS 
IN THE SCIENTIFIC AND TECHNICAL SECTOR 


Agriculture and Agri-Food Canada 
OVERALL RATING: B 


Agriculture and Agri-Food Canada provides information, 
conducts research, develops policies and administers programs 
to ensure that Canada's agriculture, agri-food and agro- 
industrial products sector is competitive, innovative and 
environmentally friendly. 


The Department has developed a three-year official languages 
strategy for 2009-2012. Approved by senior management, 

this strategy addresses the shortcomings noted in past report 
cards and in the Audit of the Service to the Public at Agriculture 
and Agri-Food Canada? The strategy aims to change the 
organizational culture so that respecting the Official Languages 
Act is considered a value rather than an obligation. 


This commitment is reflected mainly in the area of language 
of work, which has become a departmental priority. Many 
measures have been taken to change employees’ perception 
of official languages. 


Agriculture and Agri-Food Canada has performed well with 
respect to Part VII of the Act. It has consulted with businesses 
and community partners and taken steps so that its programs, 
such as the Co-operative Development Initiative, effectively 
promote the development of cooperatives, including those in 
official language communities. The Department also knows that 
it should try to create a more systematic approach for consulting 
official language communities. 


The quality of Agriculture and Agri-Food Canada’s planning 
and the many promising initiatives that it has undertaken are 
the reasons for its good performance. The Department could 
improve by providing a better active offer of its services and 

by developing feedback mechanisms to be able to continually 
measure the impact of its actions in terms of language of work 
and the promotion of English and French. 


Canadian Institutes of Health Research 
OVERALL RATING: C 


The Canadian Institutes of Health Research is the Government of 


Canada's agency responsible for funding health research in Canada. 


The organization is somewhat uneven in its management of the 
various parts of the Act. Although it is a role model regarding 
Part VII of the Act, it needs to try to improve its performance 
with respect to other parts of the Act. 


The Canadian Institutes of Health Research has a detailed 
action plan for Part VII. It takes into account the needs of 
official language communities and the importance of consulting 
them in the context of major programs such as the strategic 
research initiative on official language minority communities. 
The organization has taken a variety of positive measures, such 
as organizing the Summer Institute on Health within Official 
Language Minority Communities every two to three years. 

This initiative raises awareness among health professionals 
across the country of the specific situation of official language 
communities and strengthens the capacity for research into 
the health problems facing these populations. Although the 


3 Office of the Commissioner of Official Languages, Audit of the Service to the Public at Agriculture and Agri-Food Canada (Ottawa, 2009). Also available on-line at 
www.officiallanguages.gc.ca/html/audit_verification_032009_e.php (accessed March 31, 2011). 
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Canadian Institutes of Health Research would do well to 

develop tools to measure the impact of its programs on official 
language communities and the promotion of linguistic duality, its 
performance with respect to Part VII is generally remarkable. 


The organization's performance is less satisfactory, however, 
with respect to other parts of the Act. It does have an action 
plan for Parts IV, V and VI of the Act that is reviewed quarterly, 
but this plan should include more easily measurable objectives. 
And although the Canadian Institutes of Health Research has 
taken certain steps, such as issuing news releases and organizing 
information sessions, to encourage the use of both official 
languages in the workplace, it should consider taking other, 
more proactive measures. Service to the public is available in 
both languages nearly all the time; however, the active offer 
of services needs improvement. The organization has only just 
begun to think about how to address the DesRochers decision. 


The Office of the Commissioner believes that the leadership 
within the Canadian Institutes of Health Research, which has 
made it an excellent example of how to apply Part VII, would 
also enable it to better fulfill its other obligations under the Act. 


National Research Council Canada 
OVERALL RATING: D 


National Research Council Canada undertakes and supports 
scientific and industrial research in fields of importance for 
Canada. It provides its services through 20 research institutes, 
including the Industrial Research Assistance Program. Note that 
this evaluation is based solely on the results for the Industrial 
Research Assistance Program and for National Research Council 
Canada headquarters. 


Overall, National Research Council Canada's approach to official 
languages is random and disorganized, despite the fact that it has 
recently developed an official languages action plan. At the time 
this report was being prepared, the plan had not been approved, 
nor did it have any objectives or deadlines. While the organization 
has begun to consider the impact of the DesRochers decision 

on its communications and service delivery strategies, it has not 
yet determined whether this ruling could change how it should 
respond to the needs of official language communities. National 
Research Council Canada has taken measures to promote the use 
of both official languages in the workplace, but managers at its 
headquarters should show significantly greater commitment to 
creating a truly bilingual environment. 


In terms of Part VII of the Official Languages Act, the Industrial 
Research Assistance Program works with some of the national 
representatives of official language community organizations, 
but it should make more of an effort to get to know the local 
community organizations that it targets. Identifying official 
language community needs is currently done in a disorganized 
manner, especially when a business from one of the 
communities requests consulting services. Moreover, none of the 
Programs initiatives have objectives relating to official language 
community vitality or the promotion of linguistic duality. 
However, National Research Council Canada has committed to 
resolving this shortcoming quickly. 


The fact that National Research Council Canada consists of 

20 relatively independent institutes is a sizeable challenge. This 
organization lacks leadership when it comes to official languages. 
And while it is certainly making an effort to apply the Official 
Languages Act, its actual accomplishments are as yet too few. 
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Social Sciences and Humanities Research Council 
OVERALL RATING: B 

Natural Sciences and Engineering Research Council 
OVERALL RATING: C 


The Social Sciences and Humanities Research Council 


encourages and supports research and training in social sciences 


and humanities in post-secondary institutions. The Natural 
Sciences and Engineering Research Council fulfills a similar 
mandate in the fields of natural sciences and engineering. 


These two organizations manage official languages jointly, 
except for Part VII of the Official Languages Act. This explains 
why their performance is identical with respect to service to the 
public, language of work and the management of the official 


languages program. At the time this report was being prepared, 


neither organization had a formal action plan that took Parts IV, 
V and VI of the Act into account. If this significant shortcoming 
is not resolved, they will not be able to correct certain major 
problems, such as the lack of active offer of services. 


The results for these two federal institutions regarding Part VII, 


however, show that the Social Sciences and Humanities Research 


Council has a much stronger organizational culture in terms 
of this part of the Act than does the Natural Sciences and 
Engineering Research Council. 


The Social Sciences and Humanities Research Council and Part VII 


The Social Sciences and Humanities Research Council has a 


2009-2012 three-year plan for the implementation of section 41 


of the Act. This plan stipulates that the organization must 
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ensure that researchers from official language communities are 
aware that the Social Sciences and Humanities Research Council 
provides funding. The organization has also endeavoured to 
identify and consult official language communities that may 

be interested in its mandate, although it has not targeted 

them all and does not do so systematically. This has enabled it 
to determine the needs of official language communities and 
resulted in the investment of over $3 million in 2009-2010 

in research activities related to linguistic duality and official 
language community issues. 


The Natural Sciences and Engineering Research Council and Part VII 


The Natural Sciences and Engineering Research Council has 

a limited definition of what constitutes an official language 
community, having decided that this type of community must 
include a university or college. It therefore does not approach, 
consult or take into consideration communities with no post- 
secondary institutions, even if these communities could be 
affected by the results of research supported by the Natural 
Sciences and Engineering Research Council. 


Moreover, the organization says that it allocates its financial 
contributions according to merit, and therefore without regard 
for the language of the researchers or the location of the 
research institutions. Any positive effect these grants may have 
on official language communities is therefore purely fortuitous. 
For example, the creation of a pilot program to increase the 
research capacity in small universities led the Natural Sciences 
and Engineering Research Council to support Laurentian 
University in Sudbury, Ontario, and Bishop's University in 
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Sherbrooke, Quebec. Although this measure is a positive one 
for the Franco-Ontarian community and the English-speaking 
community in Quebec, it was not part of the original plan. For 
Natural Sciences and Engineering Research Council initiatives 
to continue to benefit official language communities, it must 
consciously take their specific situation into account. 


In summary, two federal institutions with very similar mandates 
can take a very different approach to Part VII of the Official 
Languages Act. This approach depends on the managers’ 

and employees’ understanding of the Act and on the level of 
leadership shown. The Social Sciences and Humanities Research 
Council should continue to pursue its initiatives to foster the 
development of official language communities and promote 
linguistic duality. The Natural Sciences and Engineering Research 
Council needs to focus more on its obligations under Part VII 

of the Act. While continuing to support the best researchers 
and institutions, the latter institution must now make official 
languages one of the values guiding its decisions and actions. 


REPORT CARDS FOR FEDERAL INSTITUTIONS IN THE 
ECONOMIC DEVELOPMENT SECTOR 


Aboriginal Affairs and Northern Development Canada 
RALL RATING: | 


Aboriginal Affairs and Northern Development Canada, 

formerly Indian and Northern Affairs Canada, is responsible 

for administering the Indian Act and supporting the efforts of 
Aboriginal peoples (First Nations, Inuit and Métis) and Northerners 
to increase their prosperity and improve their living conditions. 


The Department has undertaken a variety of initiatives to ensure 
compliance with the Official Languages Act: it has developed an 
action plan on Parts IV, V and VI of the Act; it has adopted measures 
to offer services to the country’s various Aboriginal communities 

in the official language of their choice; and it has taken steps to 
strengthen the place of English and French in the workplace. 


However, to fully respect its obligations under the Official 
Languages Act, Aboriginal Affairs and Northern Development 
Canada must be much more active in its efforts. Even though 
the Department has its own set of challenges, fulfilling its 
mandate and taking all parts of the Act into account are not 
incompatible objectives. 


Aboriginal Affairs and Northern Development Canada therefore 
needs to improve its capacity to serve the public in both official 
languages. Currently, it provides a verbal active offer of its 
services only 25% of the time, and serves members of the public 
in the official language of their choice only half of the time. The 
Department should also raise awareness among its managers 
and supervisors of the importance of creating a workplace that 
is more conducive to the use of English and French. 


However, Aboriginal Affairs and Northern Development Canada 
has taken some measures to promote the Métis and Non-Status 
First Nations people who live in official language communities. 
While these measures are admirable, the Department should 
make more of an effort to promote the advancement of English 
and French in Canadian society. 
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Atlantic Canada Opportunities Agency 
OVERALL RATING: B 


By promoting business growth, the Atlantic Canada 
Opportunities Agency helps Canada's Atlantic provinces develop 
and diversify their economies. This organization is noteworthy 
for its initiative. For example, it has already developed a draft 
plan to address the DesRochers decision and has created a 
steering committee to guide the implementation of this plan. 

It is also particularly remarkable for its exceptional application 
of Part VII of the Official Languages Act. 


The organization started by developing a three-year action 

plan that includes targets for the promotion of English and 
French, positive measures to take, and performance measure 
indicators to use. It makes sure that it consults official language 
communities systematically; for example, through its regional 
coordinators’ network and a bipartite committee bringing 
together its representatives and those from the Réseau national 
de développement économique francophone. The organization 
also takes the needs of official language communities into 
account through targeted programs such as the Economic 
Development Initiative and the Innovative Communities Fund. 


These exemplary practices are just part of the reason for 

the Atlantic Canada Opportunities Agency's overall good 
performance. The organization should, however, create a detailed 
action plan to manage its efforts in the areas of service to the 
public and language of work. To provide equal opportunities 

for employment and advancement to members of both official 
language communities, the Atlantic Canada Opportunities 
Agency should ensure that it regularly includes a broad range 

of post-secondary institutions when recruiting French-speaking 
employees. It should also adopt mechanisms to evaluate the 
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impact that its major decisions, especially those leading to 
the elimination of contribution programs, could have on 
linguistic duality. 


Economic Development Agency of Canada for the Regions of Quebec 
OVERALL RATING: B 


The Economic Development Agency of Canada for the Regions 
of Quebec works to promote long-term economic development 
by paying particular attention to regions of Quebec with slow 
economic growth. 


This organization performed well as a result of its skilful 
implementation of most parts of the Act. Its results for Part VII 
are particularly noteworthy. The Economic Development 
Agency of Canada for the Regions of Quebec works closely 
with English-speaking minority communities in Quebec and has 
taken positive measures (for example, the Harrington Harbour 
Tourism Association and the Quebec Multilingual Committee) 
to encourage economic development in these communities 
and promote linguistic duality. At the end of each project, the 
organization evaluates whether its objectives were achieved. 


The Economic Development Agency of Canada for the Regions 
of Quebec also took concrete action to promote the use of 
English in the workplace; however, it should create mechanisms 
to evaluate the impact of these measures. It should also find 
innovative ways of recruiting more English-speaking Quebecers, 


because they are still underrepresented in its 14 regional offices. 


To improve its performance, the organization should essentially 
stay on track and develop a tool to systematically take into 
account the impact of its decisions on official language 
communities and on the promotion of linguistic duality. 
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Jean-Pierre Thibault 
Quebec 
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Quebec English-speaking community partner 


“We have official languages champions in each of our 14 business offices, as well as in the programs, 
regional coordination and human resources branches at headquarters,” noted Jean-Pierre Thibault, 
Director General of Communications, Canada Economic Development Agency for the Regions of 
Quebec. “Each of them, according to his or her specific duties, consults with the English-speaking 
communities in order to better understand their needs. The champions need to work closely with 
community leaders and with provincial and regional representatives of official language community 
organizations. This approach enables us to better take into account the concerns of the English- 


speaking communities. 


“The effective decentralization of official languages responsibilities and our employees’ ability to work 
together with English-speaking minority communities are essentially the two key factors of our success 


[translation],” concluded Mr. Thibault. 


Infrastructure Canada 
OVERALL RATING: B 


Infrastructure Canada is a young, small-scale 
organization that plays a lead role in public 
infrastructure funding and manages funds of 
approximately $35 billion. These funds are 
disbursed in the form of transfer payments to 
provinces, territories and municipalities, which are 
responsible for managing construction projects. 
Since its creation, Infrastructure Canada has had 
to deal with tight deadlines for distributing funds 
through Canada's Economic Action Plan. It should 
also be noted that Infrastructure Canada does not 
have a direct front-line presence. 


Infrastructure Canada has some good official languages 
practices. In the area of service to the public, it re-evaluated 
its current agreement model in order to take the DesRochers 
decision into account. The funding agreements that 
Infrastructure Canada has with the other levels of government 
include language clauses requiring that communications with 
the public be in both official languages. In terms of language 
of work, the organization took effective measures to enable 
employees to improve their proficiency in English and French as 
a second language. Almost all Infrastructure Canada positions 
are designated bilingual and nearly all incumbents meet the 
language requirements of their positions. 
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With respect to managing official languages, Infrastructure 
Canada should include all parts of the Act in its official 
languages action plan rather than focusing only on language of 
work. Its next action plan needs to address the Act as a whole. 


The organization should also examine the untapped potential 
regarding Part VII of the Act. Infrastructure Canada has told 
official language communities about its programs (by advertising 
in their media and giving presentations, for example). This is 

a good start, but it should go further to identify the needs of 
official language communities. While its mandate is to grant 
transfer payments for infrastructure projects that will benefit 

all Canadians, the organization should also examine how its 
decision-making processes and monitoring mechanisms could 
factor in the needs of official language communities. 


Recognizing the context in which Infrastructure Canada 
operates, the Office of the Commissioner of Official Languages 
is of the opinion that Part VII of the Act directly affects this 
organization and encourages it to review how it can better 
implement this part of the Act. Infrastructure Canada should 
evaluate the impact of its decisions on official language 
communities and linguistic duality, and should discuss Part VII 
with the provinces, territories and municipalities likely to benefit 
from its support. The organization could also be more proactive 
by making official language community development 

a factor in its decision-making processes. 
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Western Economic Diversification Canada 
OVERALL RATING: B 


The mandate of Western Economic Diversification Canada is 

to support long-term improvement in the competitiveness of 
Manitoba, Saskatchewan, Alberta and British Columbia. The 
Department is characterized by its strong organizational culture, 
which includes linguistic duality in decisions and actions. 


Western Economic Diversification Canada’s official languages 
strategy links its language obligations and commitments to 

the priorities and objectives set out in its strategic framework. 
Even though its headquarters are in Edmonton and it has only 
one bilingual office, in Ottawa, the Department endeavours to 
promote communications in English and French in all its activities. 
It also tries to increase the number of its French-speaking 
employees by recruiting in official language communities. 


Western Economic Diversification Canada has developed 

a Part VII reflex and produced a Part VII plan. It has a good 
understanding of the official language communities targeted by 
its programs and systematically consults them. The Department 
understands the needs of these communities and takes them 
into account when developing its programs. For example, it 

has created a tool called the “official languages lens,” which 

is a series of questions that its development officers answer 

to evaluate a project's economic benefits for official language 
communities. 


Western Economic Diversification Canada needs to find ways 
to evaluate how language-of-work rights are respected in its 
offices, and its client service officers should make the verbal 
active offer of services more routinely. However, as a whole, 
the Department's performance is a model to be followed. 
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Noreen Gallagher 
Manitoba 


When Part VII becomes everyone’s business 


“Some 90 officers have been trained to use the official languages lens, and they have all been made aware of 

the key economic challenges that Francophones are facing,” said Noreen Gallagher, Senior Business Officer at the 
Manitoba office of Western Economic Diversification Canada. “In other words, promoting English and French is no 
longer just a few people's job, but rather everyone‘ job. 


“In the next few years, we will see how this new tool will affect support for official language communities. Using 


quality indicators to measure the effects of the actions we have taken, we will be able to improve. [translation] 


REPORT CARDS FOR FEDERAL INSTITUTIONS 
IN THE CULTURAL SECTOR 


Canada Council for the Arts 


)VERALL RATING: B 


The mandate of the Canada Council for the Arts 
is to promote and support the production and 
presentation of artistic works. As the examples 
below show, the organization is noteworthy 

for successfully applying the virtuous circle of 
implementing the Official Languages Act. 


The Canada Council for the Arts understands that, 
even though 93% of its employees are bilingual, it is 
important to regularly remind managers and employees 
of their language-of-work rights and obligations. 


Its organizational culture is strongly focused on 
taking linguistic duality into consideration. This is 
demonstrated by the fact that it ensures that it is very 
knowledgeable about official language communities 
and that it identifies their needs and priorities by 


conducting consultations involving its senior managers. 


" 


The Canada Council for the Arts has a plan that sets out its official 
languages objectives and performance indicators, as well as 
employees’ responsibilities. It has also taken official languages 

into account when designing most of its programs. 


The organization takes positive measures that specifically focus 
on the development of official language communities. For 
example, it provides targeted funding to support artists and 
artistic organizations working in official language communities. 


It is currently focusing on implementing tools that will help evaluate 
the impact of its programs on official language communities. 


The Canada Council for the Arts is not perfect (for example, the 
active offer of services is not made nearly enough in person), but 
it does show that taking the virtuous circle into account is not so 
difficult. It is a question of leadership above all. 


Canadian Heritage 
OVERALL RATING: A 


Canadian Heritage designs programs and policies that support 
culture, the arts, heritage and sports. It is one of the federal 
institutions that has had the most success in placing linguistic 
duality at the heart of its mission and its activities. 
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Canadian Heritage shows how much it values linguistic duality 
by taking a variety of measures to promote the effective use of 
both official languages in the workplace: it created a language 
buddy program, and it established language-of-work guidelines 
that clearly set out the responsibilities of its managers and 
employees in regions designated as bilingual or unilingual. 


The Department also demonstrates its commitment to the Official 
Languages Act by providing its services in both official languages 

at all times, and especially by making full compliance with Part VII 
of the Act a true priority. Canadian Heritage systematically consults 
official language communities through working groups and 

federal councils, and when developing cooperation agreements 
with provinces and territories. Not only does the Department 

have a thorough understanding of the needs of official language 
communities, it also takes these needs into account when designing 
and implementing programs. 


For federal institutions, commitment is everything 


Canadian Heritage takes positive measures to 
strengthen linguistic duality. For example, the 
Organization supports the Association régionale de 
la côte Ouest in Newfoundland and Labrador for 
its Île à île project, which celebrates the cultural ties 
between the French-speaking communities of the 
Magdalene Islands and the Port-au-Port Peninsula, 
and encourages cultural exchanges and partnership 
opportunities between them. 


There is always room for improvement, however. 
Canadian Heritage should develop an action plan that 
includes targeted measures for the implementation 

of Parts IV, V and VI of the Act. It could also 

improve its active offer of services. Moreover, the 
Department should ensure that its evaluation tools 
are more effective in factoring in the impact of major 
decisions—such as the elimination of a program 

or the closure of an office—on official language 
communities and linguistic duality. 


Robert Sirman, Director and Chief Executive Officer of the Canada Council for the Arts, said that peer assessment 
is a cornerstone of his organization’s grant process. “We ensure that official language communities are sufficiently 
represented on our peer assessment committees. In fact, for the past few years, their representation has been 
greater than their demographic weight in the general population. We have the power to ensure that the voice of 
these communities is heard—loud and clear—when we define and refine our programs, and we use this power,” 


said Mr. Sirman. 


“Of course, money and programs are important when it comes to complying with the Official Languages Act, 
but having an organizational culture that helps promote linguistic duality and foster the development of official 
language communities is really what produces effective results in this area [translation],” he concluded. 
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REPORT CARD FOR 
À CENTRAL AGENCY 


Treasury Board of Canada Secretariat 

OVERALL RATING: B 

The Treasury Board of Canada Secretariat makes 
recommendations regarding policies, regulations and directives 
on how the federal government manages its resources. It also 
provides support and advice to help federal departments and 
organizations optimize their operations. The Treasury Board 
Secretariat rarely provides services directly to Canadians, but 
its policies have a direct impact on federal departments and 
organizations that interact with the public. 


The organization’s performance in terms of official languages 

is generally good. It has a three-year official languages action 
plan that focuses primarily on Part V of the Act. Its sector 
representatives must undertake initiatives to promote the use 
of both official languages in the workplace. They are also 
encouraged to inform senior management of the organization’s 
challenges and successes in this area. 


The Treasury Board Secretariat has taken measures in the area 
of language of work. To evaluate the impact of these measures 
and its employees’ satisfaction regarding language of work, 
the organization would do well to use methods other than the 
public service employee survey. The Treasury Board Secretariat 


has also taken the interesting initiative of making language 
training mandatory for candidates appointed to designated 
bilingual positions through non-imperative appointments within 
six months of their appointment. 


The organization has little in-person contact with the public, 
but its performance in the area of service over the telephone 
was exemplary. 


In terms of Part VII, the Treasury Board Secretariat conducts a 
critical assessment of the submissions it receives by taking into 
consideration their impact on official language communities 
and the promotion of linguistic duality. Official languages is one 
of the factors taken into account in the guide it uses to review 
federal directives and policies that prescribe the way in which 
institutions provide services to Canadians. However, the Treasury 
Board Secretariat should organize appropriate consultations, 
rather than simple information sessions, when it prepares and 
performs this review. This would enable it to truly factor in the 
needs of official language communities when amending its 
directives and policies. 
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CHAPTER 6 SUMMARY OF FINDINGS 


English 
Français 


SUMMARY OF FINDINGS 


This chapter focuses on the Office of the 
Commissioner of Official Languages’ analyses of 
the complaints it received, of the investigations 
and audits it conducted, and of the report cards 
it prepared in 2010-2011. The following sections 
present some of the specific findings on the way 
federal institutions comply with their obligations 


regarding service to the public, language of work, 


development of official language communities, 
promotion of linguistic duality and management 
of the official languages program. 


COMMUNICATIONS WITH AND 
SERVICES TO THE PUBLIC 


Issues 


Improve the active offer of services in both 
official languages. 


Provide services of equal quality in both official 
languages, including by e-mail. 


Take the DesRochers decision into account. 


Again this year, the Office of the Commissioner 
received complaints about the language federal 
institutions used when greeting the public or 
providing services. Most complaints concerned 
the delivery of services in person. 
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The Office of the Commissioner found that most of the 

13 federal institutions evaluated in this year’s report cards 

had few problems providing services over the telephone in 
both official languages. The Canada Council for the Arts, the 
Canadian Institutes of Health Research, Infrastructure Canada, 
the Natural Sciences and Engineering Research Council, the 
Treasury Board of Canada Secretariat and Western Economic 
Diversification Canada all received an exemplary rating in that 
area, in terms of both active offer and availability of service. 


The federal institutions evaluated in 2010-2011 provided 
service in person in the official language of the client's choice 
at least four times out of five. However, the verbal active offer 
in person remains a problem. The Economic Development 
Agency of Canada for the Regions of Quebec received the best 
rating in this area, having made the active offer 65% of the 
time. It seems that federal institutions need to be reminded yet 
again that they are required to clearly indicate that members 
of the public have the right to use English or French when they 
communicate with institutions. 


The Office of the Commissioner assessed the services provided 
by e-mail in 9 of the 13 federal institutions evaluated this year! 
by sending them e-mails in English and French at the same time. 
None of the nine institutions replied to all of the requests equally 
in both official languages and none replied with equal timeliness 


in English and French. This situation is unacceptable, especially 
since interactions with Canadians through e-mail are becoming 
more and more frequent. Institutions must take prompt action 
to correct this situation. 


Any federal institution with enough resolve can improve its 
service to the public. For example, this year the Office of the 
Commissioner conducted a follow-up? to its 2008 Environment 
Canada audit. The review revealed that the Department had 
improved its telephone communication services with the public. 
In the past, Environment Canada had experienced difficulty 
providing weather services in both official languages. 


The Supreme Court's decision in the DesRochers case means 
that federal institutions must ensure that they provide services of 
equal quality in English and in French. This means that, in some 
cases, the services must be adapted to the particular needs of 
official language communities. In 2010, the Treasury Board of 
Canada Secretariat sent an analysis grid to federal institutions 
to help them apply the DesRochers decision. Although it is 
difficult to determine how well institutions are able to take the 
decision into account, the Office of the Commissioner finds it 
encouraging that most of the federal institutions it evaluated 
this year are casting a critical eye on their services and programs 
and giving serious thought as to how to provide services of 
equal quality in both official languages. 


1 Because of the low number of responses obtained during the Office of the Commissioner's e-mail observations, the results of the observations for four of the 


institutions are not available. 


2 Office of the Commissioner of Official Languages, Audit of the Bilingual Weather and Environmental Services Provided on the Environment Canada Automated Telephone 


Network—Follow-up (Ottawa, 2010). Also available on-line at www.officiallanguages.gc.ca/html/audit_verification_102010_e.php (accessed March 31, 2011) 
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) . Z LANGUAGE OF WORK 


Issues 


B Increase commitment from managers to foster the 
creation of a work environment conducive to the use 
of both official languages. 


™ Create mechanisms to evaluate language-of-work 
performance. 


A substantial number of public service employees have attended 
meetings throughout their careers in which only the standard 
greetings are communicated in both official languages. This 
type of management behaviour sends an implicit message to 
employees that their right to work in the official language of 
their choice is not important. Again this year, the complaints 
filed with the Office of the Commissioner suggest that many 
public service employees are still finding it difficult to effectively 
work in the official language of their choice. 


Some of the 13 federal institutions evaluated through this 

year’s report card exercise take a rather minimalist approach to 
language of work. Because of a lack of leadership or willingness, 
they are not able to create a work environment that is genuinely 
conducive to the effective use of both official languages. 


And yet how easy it is for a supervisor to identify and 

remember an employee's preferred official language and to 

use that language in conversation or during discussions with 

that employee. This kind of behaviour is a sign of respect and 
demonstrates a genuine willingness to create a work environment 


where employees feel comfortable using the official language 

of their choice. For example, during the follow-up? to its audit 

of National Defence, the Office of the Commissioner observed 
increased commitment from senior officials, which could lead to 
greater respect of employees’ language rights. Federal institutions 
would only stand to gain if their managers adopted the exemplary 
behaviours described in Beyond Bilingual Meetings: Leadership 
Behaviours for Managers,* a study published by the Office of the 
Commissioner of Official Languages. 


Many federal institutions believe they are effectively managing 
the language-of-work issue by providing language training 

to some of their employees. This is far from sufficient, as 
demonstrated by the number of complaints received by 

the Office of the Commissioner about Part V of the Official 
Languages Act. Federal institutions will not get the results they 
expect from their language training investments if they do 

not take measures to strengthen the presence of both official 
languages in the workplace and ensure that they are fully 
respected. Sending managers on second-language training 
would yield greater benefits if those managers could then return 
to a work environment that allowed them to use their new 
language skills. 


Many of the federal institutions evaluated by the Office of the 
Commissioner face a common challenge: they have no way to 
measure their language-of-work performance. Without reliable 
measuring tools, they will continue to have difficulty identifying 
problems, finding appropriate corrective measures and 
determining whether the solutions lead to real improvement. 


3 Office of the Commissioner of Official Languages, Audit of Language of Work at National Defence Headquarters—follow-up (Ottawa, 2011). 
Also available on-line at www.officiallanguages.gc.ca/html/audit_verification_032011_e.php (accessed March 31, 2011). 


4 Office of the Commissioner of Official Languages, Beyond Bilingual Meetings: Leadership Behaviours for Managers (Ottawa, 2011). 
Also available on-line at www.officiallanguages.gc.ca/html/stu_etu_032011_e.php (accessed March 31, 2011). 
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The Public Service Employee Survey is one of many tools that 

can help measure the level of employee satisfaction regarding 
language of work. However, this survey is usually conducted only 
once every three years. Federal institutions should therefore take 
the initiative and find other ways to evaluate the effectiveness 

of the measures they have taken. They must find evaluation 
methods that are effective and suitable for their particular 

work environment. 


ADVANCEMENT OF 
ENGLISH AND FRENCH 


Issues 


Improve knowledge of Part VII obligations. 


Intentionally implement Part VII rather than hope 
to get good results without taking steps to plan them. 


Create mechanisms to evaluate the effectiveness 
of positive measures. 


Some federal institutions complied particularly well with Part VII 
of the Official Languages Act this year, including the Atlantic 
Canada Opportunities Agency, the Canada Council for the Arts, 
Canadian Heritage, the Canadian Institutes of Health Research, 
the Economic Development Agency of Canada for the Regions 
of Quebec and Western Economic Diversification Canada. These 
institutions respected the second principle of Part VIP by being 
very open to discussions with official language communities 
and by taking the necessary measures to effectively identify the 
needs of these communities. 


Other federal institutions evaluated in 2010-2011 evidently 
have a poor grasp of their Part VII obligations. This lack of 
understanding is often the result of insufficient planning and 
preparation. Too many institutions still believe that Part VII of the 
Act does not apply to them. 


The first element in the virtuous circle of implementing the 
Official Languages Act focuses on how important it is to 
“know:” that is, to understand and be aware of the obligations 
under the Act. However, when referring to Part VII, this means 
knowing how Part VII applies to a federal institution's mandate. 
To determine this, federal institutions must analyze all their 
programs and activities to determine how to factor in issues 
regarding the development of official language communities 
and the promotion of English and French. It is very difficult for 
federal institutions to take positive measures without considering 
these issues beforehand. 


Programs and activities should be analyzed both within the 
federal institution and in cooperation with official language 
communities. These two parties should develop a practicable 
definition of positive measures that is compatible with the 
institution's mandate. The institution must systematically take 
action relating to Part Vil and take measures to publish the 
results it obtains in this area. 


The Office of the Commissioner noted that some institutions 
had developed programs that, without directly addressing 
official language communities, could have an impact on 
their development. It is always interesting when a program 
accidentally or incidentally has a positive impact on official 


5 See the text box entitled “Three principles for implementing Part VII” in the introduction. 


ANNUAL REPORT 2010-2011 


language communities; however, this is not good enough. 
The Part VII reflex—thinking about Part VII and taking it into 
account—should be there at the very start, when a new 
program is being developed. 


Generally speaking, the federal institutions evaluated this year 
have not established permanent mechanisms to measure the 
potential impact of their decisions (for example, eliminating a 


program) on linguistic duality and official language communities. 


This shortcoming could result in complaints being filed with 
the Office of the Commissioner of Official Languages. The 
investigations pertaining to Industry Canada’s Knowledge 
Infrastructure Program and to Public Works and Government 
Services Canada’s sale of surplus federal land and buildings 
are striking examples. 


The Office of the Commissioner’s work has also shown that 
few federal institutions check whether the positive measures 
that they adopted actually had the desired effect on the 
targeted official language communities. One of the ways to 
evaluate the impact of a positive measure would be to ask 
the official language communities to provide feedback to the 
federal institution. 
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MANAGEMENT OF THE OFFICIAL 
LANGUAGES PROGRAM 


Issues 


Prepare complete and specific action plans. 
Bring official languages closer to decision makers. 


Create tools to evaluate the impact of federal institutions’ 
decisions on official languages. 


Although most of the federal institutions evaluated this year 
have an action plan for implementing Part VII of the Official 
Languages Act, many of them do not have a plan for Parts IV, 
V and VI. They only have a business plan that includes a section 
on official languages. This practice is troubling because, in 

too many cases, the business plan does not include concrete 
or specific official languages objectives, clear timelines or a 
definition of each person's responsibilities. An institution’s 
official languages action plan should be targeted, detailed and 
complete so that it can be used to guide the application of 
the Act. 


The Office of the Commissioner noted that it is often someone 
from the human resources branch who is responsible for 
managing the official languages file, and that person must 
frequently perform these duties while also dealing with staffing 
and professional training issues. This type of situation could 
obviously hinder the optimal consideration of linguistic duality 
issues, as the latter would be perceived as just another challenge 
among many. 
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Assigning the management of the official languages file to 
human resources could also have other consequences. While 
this approach means that the Official Languages Act can be 
applied consistently within the institution, it distances the official 
languages issue from operations and from the institution’s 
decision makers. 


The Office of the Commissioner's work has demonstrated that 
few federal institutions have the tools to evaluate the impact 
that their decisions may have on official languages. Without 
these types of tools, it is impossible to know whether a decision 
to apply a policy, or to start, modify or end a program will 

have an impact on official languages. Federal institutions need 
these tools to ensure that they are fully complying with their 
requirements under the Official Languages Act. 
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ACCOUNTABILITY IS KEY 


In 2005, the Parliament of Canada amended Part VII of the 
Official Languages Act to make advancement of English and 
French an enforceable obligation for all federal institutions. 


This part of the Act is one of the primary tools for fostering and 
enhancing Canada’s linguistic duality, a national attribute that 
strengthens our country's unity, contributes to our economic, 
cultural and social development and is partly responsible for 
our prestigious international reputation. 


Part VII deserves immediate attention because of the inconsistent 
way it is applied by federal institutions. Five years have passed 
since the Clerk of the Privy Council wrote to the deputy heads 

of federal institutions to make them aware of the importance 

of Part VII, to allow them to familiarize themselves and comply 
with their new obligations and to ensure that they met those 
obligations. And yet, many institutions are still slow to take 
positive measures to promote the development of official 
language communities and foster linguistic duality in 

Canadian society. 


CONCLUSION ACCOUNTABILITY IS KEY 


The government needs to affirm—unequivocally—that the 

Act and the obligations and rights arising from it are a priority. 
However, the government has been sending negative signals 

by eliminating the mandatory long-form questionnaire of the 
2011 Census and by responding half-heartedly to the Standing 
Senate Committee on Official Languages’ report on Part VII. 
Furthermore, the government has not taken any large-scale 
initiatives to help federal institutions fully understand the 
importance of effectively applying this part of the Act. Federal 
institutions that play a key role in the implementation of the Act 
do not have the authority or the necessary resources to carry out 
their duties regularly and consistently. Some federal institutions 
still say that they do not understand Part Vil, or act as though it 
does not apply to them. 


In the second chapter of this report, the Commissioner of 
Official Languages has made two recommendations that, once 
implemented, will help federal institutions improve the way in 
which they take Part VII into consideration. First, he recommends 
that the Prime Minister of Canada amend Part VIII of the Official 
Languages Act in order to give the Treasury Board the power 
and authority to establish policies for the application of Part VII. 
Second, he recommends, among other things, that the Prime 
Minister of Canada and the Minister of Canadian Heritage 
clearly communicate their commitment to Part VII of the Act 
and confirm that it is a priority for all federal institutions to take 
positive measures to promote linguistic duality. 


73 


It is important for federal institutions to begin by adopting 
effective processes for implementing Part VII. In particular, they 
must open up a dialogue with official language minority and 
majority communities and form a true partnership in promoting 
English and French. 


Federal institutions must also ensure that the processes for 
implementing Part VII result in actual positive measures. These 
institutions set worthy objectives by taking actions to improve 
how they take official languages into account when providing 
services to the public (Part IV), or when fostering the use of 
English and French in the federal workplace (Part V). Achieving 
these objectives can have an impact on the application of 

Part VII, because all parts of the Act are interrelated, but this 
cannot be considered a positive measure in and of itself. 


According to the letter and spirit of the Act, federal institutions 
must deliberately take positive measures that are conducive 

to strengthening linguistic duality. Based on how federal 
institutions are complying with all parts of the Act, it is the 
Commissioner's opinion that there are still too many institutions 
content with the fact that their actions sometimes inadvertently 
have a positive impact on official language communities. It is not 
enough for a program intended for all Canadians to just happen 
to have a relatively favourable effect on these communities; 
institutions should intentionally aim to achieve these positive 
outcomes through good planning and careful execution. 


Having analyzed the complaints it received, the investigations 
and audits it conducted and the report cards it prepared, 

the Office of the Commissioner was able to make several 
observations that federal institutions should take into immediate 
consideration. Greater effort must be made to ensure that 
members of the public are well aware that they have the choice 
of speaking English or French when communicating with federal 
institutions and when obtaining services by telephone, by e-mail 
and, especially, in person. Federal institutions must also redouble 
their efforts to ensure that their employees’ work environment is 
truly conducive to the use of both official languages. To correct 
these shortcomings, the Commissioner of Official Languages 
has made two recommendations. The first aims to establish 

a minimum level of language skills required to supervise 
employees in regions designated as bilingual for language-of- 
work purposes, and the second aims to confirm the right of the 
general public to receive services in either official language in 
airports designated as bilingual. 


The Commissioner firmly believes that federal institutions are 
capable of resolving all the shortcomings identified in this annual 
report. It is mainly a question of leadership. This is the essential 
ingredient for effectively applying each element of the virtuous 
circle of implementing the Official Languages Act. 
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The government and federal institutions must also be much 
more consistent in addressing the issue of official languages. 

For example, it is unfortunate that, in many institutions, the 
people responsible for applying the different parts of the Official 
Languages Act work independently from one other, as though 
the Act were not a cohesive whole with interrelated parts. 


It is even more unfortunate that budget constraints too often 
prompt the government and federal institutions to make 
decisions that, under the pretext of improving or trying to 
improve efficiency or effectiveness, may have long-term 
negative effects on all aspects of federal language policy. 


The government and all federal institutions are responsible 

for making every possible effort to properly fulfill their duties 
under the Act and, in doing so, preventing situations that may 
hinder the development of official language communities, that 
may deny Canadians their right to receive services in the official 
language of their choice and that may lead to complaints being 
filed. The government and every federal institution need to take 
responsibility and act quickly in order to strengthen linguistic 


CONCLUSION ACCOUNTABILITY IS KEY 


duality and create an environment in which all Canadians, 
particularly those from official language communities, can 
thrive, feel appreciated, and contribute to Canada's prosperity, 
regardless of whether they speak English or French. 


It is time to send the message—loud and clear—that Canada's 
official languages belong to all Canadians. 
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RECOMMENDATION 1 


Whereas: 


e the Treasury Board and the Department of Canadian Heritage each 
have specific and complementary roles in the implementation of 
the Official Languages Act, 


e the Treasury Board and the Department of Canadian Heritage do 
not currently have the power or authority to provide proper 
guidance to federal institutions in the implementation of Part VII of 
the Official Languages Act, 


e the Treasury Board does not currently have the authority to develop 
policies to give effect to Part VII of the Official Languages Act, 


Therefore, the Commissioner of Official Languages recommends that 
the Prime Minister of Canada amend Part Vill of the Official Languages 
Act in order to assign the following responsibilities to the Treasury 
Board: establish policies to give effect to Part VII; recommend 
regulations to the Governor in Council to give effect to Part VII; issue 
directives to give effect to Part VII; and provide information to the public 
and to federal institutions relating to the policies and programs that 
give effect to Part VII. 


RECOMMENDATION 2 


Whereas it is the position of the Office of the Commissioner 
of Official Languages that: 


e the Government of Canada must clearly communicate its 
commitment to Part VII of the Official Languages Act, must send a 
loud and clear message that implementing Part VII of the Official 
Languages Act is important and a priority for federal institutions, and 
must make federal institutions more accountable for their actions; 


e the Government of Canada must adopt and communicate a vision 
of Part VII of the Official Languages Act, and must define the results 
it expects from all federal institutions; 


e the Roadmap for Canada’s Linguistic Duality 2008-2013: Acting for 
the Future must not be the only proof of the Government of Canada’s 
commitment to Part VII of the Official Languages Act, because this 
five-year plan targets only 15 institutions, whereas all federal 
institutions must take initiatives to enhance the vitality of official 
language minority communities and promote linguistic duality; 


Therefore, the Commissioner of Official Languages recommends that the 
Prime Minister of Canada and the Minister of Canadian Heritage and Official 
Languages clearly communicate their commitment to Part VII of the Official 
Languages Act, and confirm that it is important and a priority for all federal 
institutions to take positive measures to promote English and French and 
support the development of official language communities; 
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The Commissioner of Official Languages recommends that the Clerk of 
the Privy Council take measures to make senior management of federal 
institutions more accountable for the way in which their organizations 
implement Part VII of the Official Languages Act, and ensure that they 
report the results obtained in this area to the Canadian public; 


The Commissioner of Official Languages recommends that 
senior management of federal institutions implement the 
Official Languages Act in its entirety, by including Part VII in 
their institutions’ decision-making processes. 


RECOMMENDATION 3 


The Commissioner of Official Languages recommends that, 

by November 30, 2012, the President of the Treasury Board establish 
CBC/CBC as the minimum level of language skills required to supervise 
employees in regions designated as bilingual for language-of-work 
purposes. 


RECOMMENDATION 4 


The Commissioner of Official Languages recommends that, 

by March 31, 2013, the Minister of Transport, Infrastructure and 
Communities make the necessary legislative changes to clarify the 
language obligations of airport authorities and thus confirm the right 
of the general public to communicate with them and receive services 
in either official language, pursuant to Part IV of the Official 
Languages Act. 


RECOMMENDATIONS 
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APPENDIX A 
2010-2011 PUBLICATIONS 


Every year, the Office of the Commissioner of Official Languages 
conducts studies in the area of official languages in order to 
better understand how the status and use of English and French 
in Canada have evolved. In much the same way as research and 
public awareness activities, these studies help the Commissioner 
to fulfill his role in terms of education and promoting linguistic 
duality within federal institutions and Canadian society. 


These studies are also often an opportunity for the 
Commissioner to exercise his promotion, protection, prevention 
and liaison roles among the various parties affected by the 
Official Languages Act (federal institutions, community 
organizations, various levels of government, official language 
communities, etc.). Moreover, the studies help the Commissioner 


to ensure that linguistic duality continues to be a key concern 

for decision makers involved in the development of legislation, 
policy and regulations, as these government officials can take 

the studies into consideration when making decisions. 


During 2010-2011, the following five publications were released. 


ORGANIZING A MAJOR SPORTING EVENT IN CANADA: 
A PRACTICAL GUIDE TO PROMOTING OFFICIAL LANGUAGES 
(March 7, 2011) 


This practical guide for promoting official languages at major 
national and international sporting events held in Canada is 
based on the Final Report on the Vancouver 2010 Olympic and 
Paralympic Winter Games. It provides organizers and federal 
institutions with information, ideas and advice on how to take 
both of Canada’s official languages into consideration when 
planning a large-scale sporting event. 


In addition to providing guidance for sporting event organizers, 
the guide can be useful for organizers of major cultural and 
artistic events, which involve many similar challenges. 


It is crucial for official languages to be part of an event's initial 
planning stages. The organizing committee must allocate 
sufficient resources to ensure that both official languages 

are included and valued during the event. 
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BEYOND BILINGUAL MEETINGS: LEADERSHIP 
BEHAVIOURS FOR MANAGERS 
(March 3, 2011) 


This study shows that creating a work environment where 
employees feel comfortable using the official language of 

their choice depends mainly on the leadership of managers. 

It presents a Leadership Competencies Profile for Official 
Languages that is based on the principle that the leadership 
demonstrated by managers at all levels of a federal institution is 
a contributing factor in federal employees exercising their right 
to use the official language of their choice in the workplace. 


The study emphasizes the role of leaders in the public service by 
identifying the skills and, in particular, the everyday behaviours 
of managers who have a direct impact on employees’ use of 
their preferred official language. 


For linguistic duality to be fully integrated within the public 
service, federal institutions’ executives and managers must 
convey the message, through their behaviour, that linguistic 
duality is a workplace value. To do this, they must acknowledge 
and respect linguistic differences, and encourage positive 
interactions between the two language groups so they can 
better know and understand each other. 


An on-line self-assessment tool for managers helps assess 
their ability to create a workplace conducive to use of both 
official languages. 
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FINAL REPORT ON THE VANCOUVER 2010 OLYMPIC AND 
PARALYMPIC WINTER GAMES 
(December 14, 2010) 


This report builds on the December 2008 study entitled Raising 
our Game for Vancouver 2010: Towards a Canadian Model of 
Linguistic Duality in International Sport and the September 2009 
follow-up report. 


The final report presents findings and lessons learned from the 
Games, as well as ideas for organizing future events so that 
linguistic duality is fully reflected. The Commissioner sets out his 
conclusions regarding the Multiparty Agreement, accountability, 
the ceremonies and cultural program, communications, 
volunteers, broadcasting and the performance of the federal 
institutions mentioned in the follow-up report. 


FOUR PROVINCES, FOUR DAYS: REPORT ON ATLANTIC ROUND 
TABLE DISCUSSIONS ON THE CONTINUUM OF SECOND-LANGUAGE 
LEARNING OPPORTUNITIES 

(August 18, 2010) 


In spring 2010, the Office of the Commissioner of Official 
Languages, in collaboration with the provincial branches of 
Canadian Parents for French, held a series of round tables in 
the four Atlantic provinces. The goal of these meetings was to 
reflect on the issues raised in the 2009 study, Two Languages, 

a World of Opportunities: Second-language learning in 
Canada's universities, and to initiate a dialogue with the 
participants to improve second-language learning opportunities 
in Atlantic universities. 


The round tables took place on four successive days from 

March 16 to 19, 2010, at the Université de Moncton in 

New Brunswick, Dalhousie University in Nova Scotia, Memorial 
University in Newfoundland and the University of Prince Edward 
Island. While participants raised some issues that are similar from 
province to province, the discussions revealed that some issues 
can vary from one province to the other. 


Participants recognized that more concerted and coordinated 
action is needed at the national level and that local progress will 
require local action. 


VITALITY INDICATORS 3 
(April 2010) 


Two studies published in April 2010 detailed the results of 
research conducted in fall 2008 and winter 2009 in the 
Francophone communities of the city of Calgary, Alberta, 
and the province of British Columbia. 


This concluded the third phase of a multi-year research project 
aimed at better understanding the practical aspects of assessing 
community vitality. The objective of these studies was to give 
the communities tools for better establishing their priorities and 
for identifying indicators to measure results in cooperation with 
government partners. 


The studies present the communities’ best practices and develop 
realistic logic models, as well as indicators to measure the 
achievement of expected results. The communities will be able 
to use these tools in the accountability exercises required by their 
members and partners. 
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APPENDIX B 
ADMISSIBLE COMPLAINTS IN 2010-2011 


The Office of the Commissioner of Official Languages received 
981 admissible complaints this year. Table 1 shows the number 
of complaints according to the province/territory and the 
relevant part/section of the Official Languages Act. 


TABLE 1 
ADMISSIBLE COMPLAINTS IN 2010-2011, BY PROVINCE/TERRITORY 
AND BY PART/SECTION OF THE OFFICIAL LANGUAGES ACT 


Service to Language Language nl Equitable 
the public ofwork requirements GRAN te participation Dre el 
French 

Newfoundland and Labrador 6 0 0 0 0 0 6 
Prince Edward Island 6 0 1 0 0 0 7 
Nova Scotia 21 0 2 22 0 0 52 
New Brunswick 16 4 14 0 0 35 
Quebec BY 455 3 9 0 1 505 
National Capital Region (Quebec) 14 12 24 1 1 DZ 
National Capital Region (Ontario) 107 35 17 45 2 3 209 
Ontario 43 5 1 2 2 0 51 
Manitoba m 0 1 | 1 0 10 
Saskatchewan 2 1 0 0 0 0 5 
Alberta 10 L 0 0 0 0 11 
British Columbia de 1 0 5 0 0 23 
Yukon 5} 0 0 0) (0) 0 3 
Northwest Territories 0 0 0 0 0 0 0 
Nunavut 1 0 0 0 0 0 Î 
Outside Canada 8 0 0 0 0 0 8 
TOTAL [= 298 0 6 5 
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APPENDIX C e The most recent Public Service Employee Survey dates back 


2010-2011 REPORT CARDS to 2008. Therefore, the results of this survey pertaining to 
the satisfaction of federal employees regarding language 
EVALUATION PROCESS of work—specifically, the satisfaction of French-speaking 
Each year, the Office of the Commissioner of Official Languages employees in the designated bilingual regions of Ontario, 
evaluates a selection of the 200 institutions subject to the in the National Capital Region and in New Brunswick, as 
Official Languages Act that have never received a report card well as the satisfaction of English-speaking employees in 
or that need to be re-assessed. the designated bilingual regions of Quebec—were not 
used. Instead, the Office of the Commissioner asked federal 
The 2010-2011 report cards comprise evaluations of 13 federal institutions to provide information on the measures they had 
institutions selected on the basis of their providing significant implemented to promote the use of both official languages in 
funding to Canadians and volunteer organizations. One of the regions designated as bilingual for language-of-work purposes 


factors in evaluating the performance of these institutions was how (Part V of the Act). 
well they complied with Part Vil of the Act when providing funding. 


To evaluate compliance with Part VI of the Act, the proportion 


This year, some changes were made to the evaluation and of federal employees from official language communities 
presentation methods used in the report cards for was compared with data from the 2006 Census, notably the 
federal institutions: proportion of Francophones in the National Capital Region, 


Francophones outside Quebec excluding the National Capital 
Region, and Anglophones in Quebec. The measures that 
federal institutions had taken to recruit members of official 
language communities were also taken into consideration. 


82H 
ANNUAL REPORT 2010-2011 


TABLE 2 


RATINGS TABLE _ 


Scientific and 
technical 


Economic development 


Cultural 


Central 
agency 


Agriculture and Agri-Food Canada 
Canadian Institutes of Health Research 
National Research Council Canada 
Natural Sciences and Engineering Research Council 
Social Sciences and Humanities Research Council 


Aboriginal Affairs and Northern 
Development Canada 


Atlantic Canada Opportunities Agency 


Economic Development Agency of Canada for the 
Regions of Quebec 


Infrastructure Canada 
Western Economic Diversification Canada 


Canada Council for the Arts 


Canadian Heritage 


Treasury Board of Canada Secretariat 


Program 


O tea > 


Service to Language 
management the public 


© WO © DW 


of work | participation 


> Bue © ico 


Equitable 


> > Bee 


> Bee > PE 


Advancement 
and support 


CON © in > 


> © 


> 


> EEE > fe 


N.B.: The federal institutions’ results are given as letters that correspond to the following scale: A = Exemplary, B = Good, C = Fair, D = Poor, E = Very poor. 
For more information on how institutions were evaluated, please see the rating guide on the Office of the Commissioner of Official Languages’ Web site 
at www.officiallanguages.gc.ca. 
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Overall 
rating 


EN C) hee 0) 


> Boe © it 


@ 83 
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RESULTS OF OBSERVATIONS 


The Office of the Commissioner of Official Languages made 
observations in person, by telephone and by e-mail of the 
institutions that it evaluated. 


Most of the observations were made between January and 
March 2011. Each institution provided the Office of the 
Commissioner with a list of its bilingual offices from which a 
random sample was chosen by Statistics Canada for observation. 


The observations in person assessed the availability of bilingual 
visual active offer (posters, pictograms, publications), verbal 
active offer in person (bilingual greeting such as “Hello, 
bonjour”) and service in the language of members of the official 
language community. 


The observations by telephone assessed the availability of 
bilingual active offer by an automated system or an employee 
(Hello, bonjour”), and the availability of service in the language 
of members of the official language community. 


The observations by e-mail assessed the availability of service in 
both official languages, based on the number of e-mails sent. 
The number of replies in one language was compared to the 
number of replies in the other language, for the same number 
of requests. Also observed was the average time taken to reply 
in one language as compared to the other, in order to determine 
whether the response time was similar. 
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TABLE 3 
RESULTS OF OBSERVATIONS 
ON SERVICE 2010-2011 


Agriculture and Agri-Food Canada 


5 Canadian Institutes of Health 
S Research 
= National Research Council Canada 
© Natural Sciences and Engineering 
= Research Council 
2 
social Sciences and Humanities 
Research Council 
Aboriginal Affairs and Northern 
5 Development Canada 
& Atlantic Canada Opportunities Agency 
É Economic Development Agency of 
e Canada for the Regions of Quebec 
= 
2 Infrastructure Canada 
[=] 
i Western Economic Diversification 
Canada 
© Canada Council for the Arts 
& Canadian Heritage 
SS 
= 5 Treasury Board of Canada Secretariat 
So) 
oO «s 


* The Office of the Commissioner of Official Languages was not able to make observations in person for this institution, because it does not provide service to the 


public in person. 


** Given the low number of responses obtained during the Office of the Commissioner of Official Languages’ e-mail observations, the results of these observations 


are not available. 


N.B.: For more information on how institutions were evaluated, please see the rating guide on the Office of the Commissioner of Official Languages’ Web site at 


www.officiallanguages.gc.ca. 
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IN PERSON 


Visual Active Availability 
active offer offer of service 


(2) (%) (%) 
93 57 98 
94 39 88 
100 33 100 
100 35 100 
71 22 51 

97 63 98 
92 65 98 
86 40 93 
100 43 100 
92 52 100 
ve * * 


BY TELEPHONE 
Active Availability 
offer of service 
(%) (%) 
88 100 
100 100 
85 83 
100 100 
53 100 
83 78 
96 81 
96 100 
100 100 
100 100 
100 100 
100 97 
100 100 


Availability 


of service 


(%) 
90 


= 
67 


38 


XX 


k%x 


DA 
90 
80 


67 


** 


78 


xk* 


Appropriate 
response time 


(%) 


** 


44 


xx 
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PREFACE 


FAILURE IS OBVIOUS, 
SUCCESS IS INVISIBLE 


“You feel more welcomed, you feel more 
involved, you feel more Canadian,”' says Sandra 
Konji about the benefits of French immersion for 
immigrant children. 

Ms. Konji was born in Nairobi, Kenya, and came 
to Canada at the age of 6, speaking only English 
and Swahili. When she was in Grade 5, she went 
into immersion, and is now planning to study 
Health Sciences at the University of Ottawa in the 
French Immersion program. Like many immigrant 
children who have studied in immersion French, 
she has emerged from high school with the 
feeling that she has a better understanding of 
the country as a whole. 


1 Conversation between the Commissioner of Official 
Languages and Sandra Konji on December 3, 2011. 


And yet language policy continues 

to mystify some Canadians whose 
families have been in this country for 
generations. Despite the fact that the 
Official Languages Act is now into its 
fifth decade, it is still a challenge for 
some to recognize linguistic duality as a 
Canadian value and as a key element in 
Canada’s identity. For that understanding 
to be broadened, it is important that the 
government do a better job of stressing 
the importance of Canada’s official 
languages, increasing the opportunities 
for second-language learning and 
strengthening the presence of both 
languages in Canada's capital. 


The past year has been one in 

which language has again been a 
preoccupation; the year has provided 
a series of revealing insights into the 
state of Canadian language policy and 
linguistic duality. 


The summer of 2011 saw renewed 
public debate on language policy. In 

July, the Federal Court decision in the 
Thibodeau v. Air Canada case found that 
Air Canada does, in fact, have a systemic 
problem providing services in both official 
languages, and that its obligation to 
provide service in both languages was 
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not limited by international agreements. 
Then in August came the news that my 
office's observations in Ottawa would 
track the visitor’s experience from a federal 
institution, like the National Gallery or 

the Parliament Buildings, to restaurants 
and stores. This was the first time that 
observations that would be included in 

my annual report had been discussed 

14 months ahead of time, but those 
observations—the results of which are 
analyzed in Chapter 2—have proven to be 
more positive and, | hope, more instructive 
than many had feared. Our initial intention 
had been to limit the observations to 
Ottawa as the capital of the country, 

but, after a series of consultations and 
public reactions, we decided to extend 

the observations to the National Capital 
Region, including Gatineau. 


One of the interesting outcomes of 

the consultations was the degree of 
interest demonstrated by the private 
sector associations on the subject. Our 
observations produced a snapshot of 
Ottawa that showed that, while there is 
substantial bilingual capacity for visitors 
to Canada’s capital, it is often invisible. 
As the federal government prepares 
for the celebrations of Canada's 150th 
anniversary in 2017, it is important to 


keep in mind the need to ensure that all 
Canadians can feel that Ottawa is their 
capital, and that both official languages 
are public languages: visible and audible 
in public spaces, not just in federal 
government buildings. 


The autumn of 2011 brought more 
controversy over the high-profile 
appointments of two unilingual 
Canadians: one to the Supreme Court 
of Canada and the other to the position 
of Auditor General of Canada. These 
appointments had a substantial impact 
on public opinion and contributed to the 
sense, particularly in Quebec, that the 
official languages policy had failed, that 
French was being threatened and that 
requirements for Francophones were 
higher than those for Anglophones. 


However, the controversy made it clear 
that the bar for high-profile public 
appointments Is higher than it has ever 
been before. It is worth noting that the 
Edmonton Journal, the Calgary Herald 
and the Ottawa Citizen all agreed that the 
Auditor General must be bilingual. The 
discussion also made it clear that there is 
an expectation, across the country, that 
those who fill senior positions that require 
communicating with Canadians from all 
parts of the country be bilingual. 


Unfortunately, these setbacks have 
obscured a number of successes for 
bilingualism as far as public officials are 
concerned. Four decades ago, opponents 
of the Official Languages Act argued 

that official bilingualism would mean 
that Western Canadians would have no 
chance for a career in the federal public 
service. Now, the Chief Justice of the 
Supreme Court is from Alberta, and spent 
her previous career in British Columbia; 
the Chief of the Defence Staff is from 
Manitoba; and the Clerk of the Privy 
Council is from Saskatchewan. They are 
all proficient in both official languages. 
And, for the first time ever, a majority 

of provincial premiers are bilingual. 


In order to address the challenge of 
ensuring that there are more bilingual 
candidates for senior positions, the 
government could take steps to 
enlarge the pool. This could be done 
by dramatically expanding current 
exchange programs, by creating 
scholarships for students to study in 
their second language and by offering 
language training programs for mid- 
career progressions in areas where there 
is a shortage. There are precedents 
for these kinds of initiatives: when 


the government felt that there were 

too many talented students leaving 

the country and too many talented 
researchers working outside Canada, it 
created the Millennium Scholarships and 
the Canada Research Chairs. 


Attitudes towards language policy 

are different in Canada’s two official 
language communities, and the 
challenges are different. In English- 
speaking Canada, the attitude—and thus 
the challenge—is often indifference. In 
French-speaking Canada, the attitude— 
and the challenge to overcome—is 
linguistic insecurity: the fear that the 
French language is being threatened. 


This concern is intensified at regular 
intervals with the publication of census 
figures that show the dramatic growth of 
population in Western Canada and the 
smaller percentage that Francophones 
represent of Canada's population. 

This trend is natural; it is impossible 

to welcome 250,000 newcomers to 
Canada every year and maintain the same 
percentage of French speakers or, for 
that matter, English speakers. The vitality 
of a language community—its cultural 
energy and power of attraction—is 


not determined by percentages; the 
flourishing of a minority, whether in the 
context of North America, Quebec or the 
rest of Canada, does not depend on the 
rate of growth of the majority, but on the 
collective determination of that minority 
to thrive. 


But the sense of linguistic insecurity 

is real, as is the belief that French is 
threatened. The controversies surrounding 
the Supreme Court and Auditor General 
appointments, and similar controversies 
in Quebec concerning unilingual 
executives at the Caisse de dépôt and 
the Banque Nationale, are reminiscent of 
the language battles of the 1950s and 
early 1960s about the naming of The 
Queen Elizabeth Hotel and the absence 
of French-speaking executives at Donald 
Gordon's Canadian National Railways. 
Those debates led to the creation of the 
Royal Commission on Bilingualism and 
Biculturalism in 1963. 


Half a century later, while some of the 
combustible questions of linguistic 
symbols are similar, the language 
challenges are very different. Quebec 
society has developed successful music, 
television, film and publishing industries. 
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To a greater extent than ever before, 
immigrants to Quebec are learning 
French, French-speaking immigrants 

are being attracted to official language 
minority communities across Canada 
and hundreds of thousands of English- 
speaking students are doing their primary 
and secondary studies in French. And 
yet, as a series of polls have shown, 
many Quebecers are feeling increasingly 
disengaged from the rest of Canada. 


In this context, all the shortcomings of 
federal language policy resonate. Failure 
is obvious, success is invisible. Everyone 
witnessed the linguistic failure during the 
cultural component of the Vancouver 
2010 Winter Olympic Games opening 
ceremony; few noticed the successes on 
the ground. No one has pointed out that 
a majority of provincial premiers, from 
three political parties, are bilingual. No 
one noticed the remarkable linguistic 
duality of Jack Layton's state funeral. 
Few are aware of how many ministers— 
and parliamentarians from all parties, 
including the top candidates for the 
leadership of the New Democratic Party— 
from across Canada are proficient in 
both languages. 


PREFACE FAILURE IS OBVIOUS, SUCCESS IS INVISIBLE 


One reason that these facts are so little 
known is that there is so little effort made 
to highlight them. How many bilingual 
Anglophone ministers or generals or 
ambassadors have appeared on Tout le 
monde en parle, or spoken to the Trois- 
Rivières chamber of commerce? How 
many bilingual Francophone ministers or 
businessmen or filmmakers are invited 
to speak at Canadian Clubs across the 
country? 


This past year produced an extraordinary 
crop of French-language films from 
Quebec. But how many Canadians 
outside Quebec have had the chance to 
see Monsieur Lazhar (Academy Award 
nominee and Genie winner for best film, 
best director, best actor, best supporting 
actress, best editing and best adapted 
screenplay), Starbuck (Genie winner for 
best original screenplay and best song) 
and Café de Flore (Genie award for best 
actress, best make-up and best visual 
effects)? Often, Air Canada flights are the 
only places Canadians can see Canadian 
films with any regularity. Canadians 
everywhere should be able to see these 
remarkable films. 


Similarly, recognizing that proficiency 

in both official languages is a critical 
leadership competency, ministers, 
deputies and heads of federal agencies— 
just like thousands of public service 
employees—have worked hard to become 
proficient in both official languages. To 
what extent are they using those skills to 
communicate publicly with Canadians? 


Ultimately, the future of Canada’s 
linguistic duality depends on two 
factors: the degree to which English- 
speaking Quebecers and French-speaking 
Canadians outside Quebec are able 

to maintain a strong, vital linguistic 
environment in which they can live 

their lives fully in their language, and 
the degree to which Canada's majority 
communities—French-speaking in 
Quebec, English-speaking in the rest of 
Canada—embrace Canada’s linguistic 
duality as a key element in Canadian 
identity, whether or not they speak both 
official languages. 


This does not mean, and has never 
meant, that all Canadians should be 
bilingual or that they should feel less of 

a Canadian if they speak only English or 
only French. But it does mean that they 
should welcome the presence of the 
other official language and see it as a key 
symbol of their country’s identity. In other 
words, English and French are not foreign 
languages in Canada, they are Canadian 
languages. 


To an ever-greater extent, some Canadian 
businesses have understood this. 

Rogers Communications has made 

a significant effort to ensure that its 
customers can be served and its employees 
trained in the language of their choice. 
There is an official languages committee, 
formed of half management and half staff, 
that meets every week. The result? With 
30 million calls a year to its call centres, 
the company has had only two complaints 
over the past two years about language 


of service. As Garrick Tiplady, Senior 
Vice-President, Customer Experience 
explained to me, “Offering services in 
both languages is in the DNA of the 
company, simply part of doing business in 
a bilingual country. When it works well, 
nobody notices; that’s the best possible 
outcome. ”? 


Success is invisible, failure is obvious. 


But to succeed, Canadians need to have 
greater access to language learning 
opportunities and a better understanding 
of official language minority communities, 
including their culture and their 
institutions. That will lead to the 
knowledge that, for example, the French- 
speaking communities outside Quebec are 
not simply French-Canadian in origin, but 
European, African, Caribbean, Asian and 
North African; that the English-speaking 
communities in the Gaspé and the Eastern 
Townships are very different from the 


English-speaking communities in Montréal. 


2 Meeting between the Commissioner of Official Languages and Garrick Tiplady on January 24, 2012. 


As McGill University Professor Emeritus 
Charles Taylor said, “ language is 
much more than communication, it’s a 
communion. [translation] ”? 


Canadians need to have a sense of 
ownership of both languages, whether 
they speak them or not. To do that, they 
need to know that they have access to 
the other language and the other cultures 
that are expressed in that language. In 
five years, when Canadians celebrate their 
country’s 150th anniversary, they should 
be able to celebrate Canada’s linguistic 
duality—and enjoy its presence—across 
the country. 


3 Mauricio Segura, “L'homme qui plantait des idées,” L'actualité, March 9, 2012. On-line version (www.lactualite.com/societe/Ihomme-qui-plantait-des-idees?page=0, 2) 


accessed March 31, 2012 [French only]. 
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BERNARD ST-LAURENT 
JOURNALIST AND BROADCASTER 


AWARD OF 
EXCELLENCE 


PROMOTION OF 
LINGUISTIC DUALITY 


Created by the Office of the Commissioner 
of Official Languages in 2009, the Award of 
Excellence—Promotion of Linguistic Duality 
is given to an individual or organization 
that is not subject to the federal Official 
Languages Act but that promotes linguistic 
duality in Canada or abroad or contributes 
to the development of Canada’s official 
language minority communities. 


This year’s recipient of the Award of 
Excellence is veteran journalist and 
broadcaster Bernard St-Laurent. Bernie, 
as he is known to his friends and listeners, 
is a communicator extraordinaire who 

has dedicated his life to keeping English- 
speaking Canadians informed of what's 
happening in the other official language. 


Bernie was introduced to the worlds of 
politics and journalism when he was 

a young boy in Compton, Quebec. 

His great uncle was Louis St-Laurent, 
then Prime Minister of Canada. When 
Uncle Louis visited the family general 
store, reporters would always follow 
him around. That experience would be 
prescient later in Bernie‘ life. 


As a young man, he co-founded a 
weekly paper for the English-speaking 
communities of Gaspé—The Gaspé 


Spec—that is still being published today. 


As the years went by and opportunities 
knocked, he went on to work for The 
Globe & Mail, CJAD, The Montreal 
Daily News, The Gazette, The Weather 
Network and MétéoMédia, and CBC. 


In 1998, he co-created C’est /a vie, an 
award-winning CBC radio program that 
showcases Francophone culture across 
the country, exploring arts and culture, 
sports, science and business. After 
more than 14 years, C'est la vie is still as 


immensely popular as it was on day one. 


AWARD OF EXCELLENCE PROMOTION OF LINGUISTIC DUALITY 


Apart from hosting C’est /a vie and 

Radio Noon Montreal, Bernie is CBC's 
senior political editor in Quebec. During 
election campaigns, he is a regular 
analyst on Le Téléjournal, Radio-Canada’s 
primetime television newscast. Bernie has 
also appeared as a guest host on various 
CBC radio shows, including The Current, 
Sounds Like Canada, As It Happens, The 
House and Cross Country Checkup. 


The Office of the Commissioner of 
Official Languages congratulates Bernard 
St-Laurent for his outstanding work in 
promoting Canada’s linguistic duality 
throughout his remarkable career. 


INTRODUCTION 


LINGUISTIC DUALITY: 
MADE IN CANADA 


In his introductory message for the Roadmap for 
Canada’s Linguistic Duality 2008-2013: Acting 
for the Future, Prime Minister Stephen Harper 
described linguistic duality as a “cornerstone of 
our national identity.” ! 


The reason linguistic duality is an essential 
part of Canada’s identity and one of the 
country’s core values is that it is so very 
tightly woven into the fabric of Canadian 
society. Canada is populated mainly by 
people who speak English or French, just 
as it was almost 150 years ago when the 
British North America Act was signed.? 
According to 2006 Census figures, more 
than 7 million Canadians speak French 
as their first official language and over 
23 million speak English.* 


While most French-speaking Canadians live 


in Quebec, close to 1 million live elsewhere 
in the country. Similarly, while most 
English-speaking Canadians live outside 
Quebec, nearly 1 million Quebecers speak 
English as their first language. 


Immigrants make up a significant part of 
Canada's English- and French-speaking 
population. Nearly 70% of immigrants 
claim to have a good knowledge of 
English four years after arriving in 
Canada. After four years in Quebec, 
73% of immigrants report being able 

to speak French well.° 


UNIFYING FORCE 

Linguistic duality is a fundamental 
Canadian value. The great majority of 
Canadians think that it is important 

to live in a country where English and 
French stand shoulder to shoulder. 

Nearly 6 in 10 Canadians think that 

the Official Languages Act is good for 
Canadian unity® and that linguistic duality 


is a unifying force for Canada. Nearly 
half of all Canadians think that official 
bilingualism is a key element of national 
identity.’ 


Canadians show their support for 
linguistic duality in many different ways. 
One of these is evident in the popularity 
of second-official-language learning 
support programs for young Canadians. 
In fact, 71% of Canadians living outside 
Quebec agree that French should be 
compulsory in all elementary schools, 
while 68% think it should be compulsory 
in high school.® 


1 Canadian Heritage, “Message from the Prime Minister of Canada,” Roadmap for Canada's linguistic duality 2008-2013: Acting for the future, Ottawa, 2008, p. 4. 
On-line version (www.pch.gc.ca/slo-ols/pubs/08-13-LDL/101-eng.cfm) accessed March 31, 2012. 


2 Although Canada’s Aboriginal languages are also central to the Canadian identity, the Canadian constitution does not recognize any of them as official languages. 


3 The results of the 2011 Census had not been made public at the time of this report. 


4 Office of the Commissioner of Official Languages, Official languages in Canada, March 2012. On-line version (www.officiallanguages.gc.ca/html/canada_06_e.php) 


accessed March 31, 2012. 


5 Statistics Canada, Knowledge of official languages among new immigrants: How important is it in the labour market?, Statistics Canada Catalogue no. 89-624-XIE, Ottawa, 


2007, pp. 6 and 15. On-line versions (www.statcan.gc.ca/pub/89-624-x/2007000/4123709-eng.htm and www.statcan.gc.ca/pub/89-624-x/2007000/4123753-eng.htm) 


accessed March 31, 2012. 


6 Jack Jedwab and Sidd Bannerjee, Pillars of unity: Of Canada’s principal identity-based legislation, rights charter remains most popular, Montréal, Association for 
Canadian Studies, 2010, p. 2. On-line version (www.acs-aec.ca/pdf/polls/12651222568208.doc) accessed March 31, 2012. 


7 Environics Institute, Focus Canada 2010, Toronto, 2010, p. 17. On-line version (www.environicsinstitute.org/PDF-FocusCanada2010.pdf) accessed March 31, 2012. 


8 CROP, Les Canadiens et le bilinguisme, Final report for the Société Radio-Canada, December 2006, p. 13. On-line version (www.radio-canada.ca/actualite/ 
enprofondeur/desautels/bilinguisme/src-crop_bilinguisme.pdf) accessed March 31, 2012 [French only]. 
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| IMPACT OF LINGUISTIC DUALITY 
FIGURE 1 : The importance of linguistic duality 
CANADIANS IN FAVOUR OF BILINGUALISM ACROSS CANADA? | has long been recognized in Canadian 
law. The Constitution Act, 1867 stated 


QUEBEC that the records and journals of both 
> houses of Parliament must be written 
0 - 
ornare | in both English and French.'* The 1969 
BRITISH COLUMBIA | | Official Languages Act was a response 


to one of the recommendations of the 


ONTARIO | Royal Commission on Bilingualism and 
MANITOBA : Biculturalism (1963-1 971). The 1982 


Canadian Charter of Rights and Freedoms 


SASKATCHEWAN | stipulated that “English and French are 


» the official languages of Canada and have 
ALBERTA equality of status and equal rights and 

; privileges as to their use in all institutions 
of the Parliament and government of 
Canada.” '? The 1988 Official Languages 


Canadians also think that major sports a combination of English and French, Act committed the government of 

and cultural events in Canada, such regardless of where they are in Canada.'° Canada to fostering the full recognition 
as the Olympic Games, should be held Most Canadians (81%) think that and use of both English and French in 
in both official languages, and that bilingualism should be compulsory for Canadian society and enhancing the 
politicians’ speeches should be given in senior federal public officials." 


9 Canadian Heritage, “Official languages: Facts and figures,” Report on Government of Canada consultations on linguistic duality and official languages, 
February 2008, p. 5. On-line version (www.pch.gc.ca/pc-ch/conslttn/lo-ol_2008/lord/index-eng.cfm#jmp-lan2) accessed March 31, 2012. 


10 Vision Critical / Angus Reid, Large majority of Quebecers disagrees with Bernier on Bill 101, Public opinion poll conducted for La Presse, February 9-10, 2011, p. 3. 
On-line version (www.visioncritical.com/wp-content/uploads/201 1/02/2011.02.14_Bilingual_CAN.pdf) accessed March 31, 2012. 


11 CROP, Les Canadiens et le bilinguisme, p. 31. 
12 The Constitution Act, 1867, 30 & 31 Vict., c. 3, s. 133. On-line version (http://aws-lois.justice.gc.ca/eng/Const/FullText.html) accessed March 31, 2012. 


13 Canadian Charter of Rights and Freedoms, Part | of The Constitution Act, 1982 being Schedule B to the Canada Act 1982 (U.K.), 1982, c. 11., s. 16(1). 
On-line version (http://laws-lois.justice.gc.ca/eng/Charter/FullText.html) accessed March 31, 2012. 
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vitality of official language minority identity. It is important for the federal 


communities in Canada and supporting government, other levels of government, 

and assisting their development. '* organizations, businesses and individual 
Canadians to celebrate linguistic duality 

These laws were adopted because they and make it part of their daily lives. 


reflected the image of Canada at the 
time and the vision that most Canadians 
had of their country. They continue 


to resonate today because linguistic Ni 
duality is still a strong factor in Canada's OUTLINE OF THE 2011-2012 ANNUAL REPORT 


“al and in how a country is CHAPTER1 CHAPTER 3 

D sea eyes: How to increase the number How businesses are promoting 
ili inguisti li 

ede emi changing under à bilingual Canadians ip à Le ty and reaping 

the influence of immigration and CHAPTER2 ne : 

globalization. Some things are not How visitors are being greeted CHAPTER 4 

changing, however, such as the fact in English and French in the How federal institutions are 

that there are two languages—English nation’s capital ane ‘Strengthening the status of 

and French—at the heart of Canadian | English and French 


14 Official Languages Act, R.S.C. 1985, c. 31 (4th Supp.), s. 41(1). On-line version (http;/laws-lois.justice.gc.ca/eng/acts/O-3.01/FullText.html) accessed March 31, 2012. 
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PAUL DAVIS 
CANADIAN FASHION DESIGNER 


CHAPTER 1 


PROMOTING SECOND- 
LANGUAGE LEARNING 


“I'm convinced that had | not learned 

French as a second language, | would 

never have been able to meet the 

challenge of learning German. When | was 
immersed in the French-speaking world of 
Quebec, something clicked in my brain. | now 
know that, wherever | go, I'll be able to learn 
the language. [translation]” Paul Davis 


EXTRAORDINARY OPPORTUNITY 

“It is an incredible opportunity for people 
[to] master both the English and French 
languages—which are two strong and 
powerful languages throughout the 
world,” says Pape Ousmane Sine, a 
young multilingual Afro-Canadian who 
lives in Atlantic Canada. “And having this 
proficiency, as well as a country with an 
international reputation for being bilingual, 
is an incredible privilege. [translation]"? 


Most Canadians agree with Mr. Sine: 
70% of English-Canadians wish they 
were more proficient in French,? and 90% 
of French-Canadians think that learning 
English is valuable if you want to travel, 
get a better job or explore other cultures. 


Many Canadian immigrants whose 

first language is neither English nor 
French believe that it is important to 
speak both of Canada’s official languages. 


For example, although they are surprised 
at the lack of French spoken in their 
area, “recent immigrants [to Alberta] still 
want their children to learn both official 
languages and aspire to pick up the 
languages themselves. “4 


ADVANTAGES OF BILINGUALISM 

Millions of Canadians believe that there 
is an advantage to being fluent in English 
and French, and with good reason. 


Bilingualism gives people a competitive 
edge in the Canadian job market. 

For example, in Quebec, CEGEP and 
university graduates who speak both 
official languages at work earn upwards 
of 5% more than those who do not, and 
this is only five years after graduating.° 
Outside Quebec, knowledge of French 
is sometimes considered to be an asset 
for people who are looking for work. 
Out of 107 Monster.ca job postings for 


people with 10 or more years’ experience 
looking to work in Toronto, five were 

for executive positions where fluency in 
both official languages was listed as a 
requirement or an asset.® 


Bilingual employees often have greater 
job mobility than unilingual staff. Bilingual 
Francophones can take advantage of 
employment opportunities created by 

the natural resources boom in Western 
Canada and in the territories. Bilingual 
Anglophones can fit right into professional 
environments where French is preferred or 
required. “[Say] you live in Kelowna and 
you're starting a family there,” explains 
Robert Rothon, National Executive Director 
of Canadian Parents for French. “Living in 
the middle of British Columbia, it doesn’t 
really seem to matter whether your 

young children can speak French. One 
day, however, they may very well decide 
to move to another part of Canada or 


1 Office of the Commissioner of Official Languages, Languages, video produced as part of the Discussion Forum on the Perspectives of Canadians of Diverse 
Backgrounds on Linguistic Duality, November 2011. On-line version (www.youtube.com/watch ?v=m6aXr1RLXSI) accessed March 31, 2012. 


2 Angus Reid Strategies public opinion poll, September 12-13, 2007, Bilingualism: English-speaking Canadians lack solid French skills, but value bilingualism, p. 2. 
On-line version (www.angus-reid.com/wp-content/uploads/archived-pdf/2007.09.25 % 20Bilingualism %20Press %20Release.pdf) accessed March 31, 2012. 


3 CROP Les Canadiens et le bilinguisme, Final report for the Société Radio-Canada, December 2006, pp. 27-28. On-line version (www.radio-canada.ca/actualite/ 
enprofondeur/desautels/bilinguisme/src-crop_bilinguisme.pdf) accessed March 31, 2012 [French only]. 


4 Sarah Boesveld, “’If you're Canadian, why aren't you bilingual?’ new immigrants wonder,” National Post, June 2, 2011. On-line version (http://news.nationalpost.com 


/2011/06/02/if-youre-canadian-why-arent-you-bilingual-new-immigrants-wonder) accessed March 31, 2012. 


5 Brahim Boudarbat and Claude Montmarquette, “Payant, être bilingue,” La Presse, January 21, 2012. On-line version (www.cyberpresse.ca/debats/opinions/201 201/20/01- 
4487904-payant-etre-bilingue.php) accessed March 31, 2012 [French only]. Researchers used data provided in 2005 by people who graduated in 2000. 


6 On March 8, 2012, the executive positions listed on Monster.ca were: Director of Marketing and Communications, Freight and Logistics Manager, Database 
Administrator, Senior Manager of Marketing and Communications, and Project Control Manager. 
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even to another country, and they'll find 
themselves wanting or having to work 

in a community where French is spoken. 
Giving your children the chance to become 
bilingual will greatly improve their job 
mobility. [translation]"7 


Bilingualism also opens doors for people 
who want to work abroad or travel 
overseas for work. Knowing the English 
language is a valuable passport for French- 
speaking Canadians working in fields like 
finance, aerospace science or leading-edge 
research. English-speaking Canadians who 
speak French find their language skills very 
useful when travelling or working abroad, 
especially in countries like Belgium and 
Senegal, and the other 26 countries where 
French is an official language, as well as in 
countries like Tunisia® or Portugal,? where 
French is relatively common. They can also 
find work in organizations or fields where 
French is important. 


“| believe that we Canadians are 
extremely fortunate to have the two most 
predominant languages of the fashion 
industry at our fingertips,” '° says Paul Davis, 
an English-Canadian from Victoria who 
learned to speak French in Montréal, 
where he was studying design. When he 
moved to Paris, Mr. Davis quickly realized 
that being bilingual was essential in his 
chosen field: “| have witnessed many 
hopefuls, some of them wildly talented, 
turned away due to a lack of proficiency 
in both English and French."11 


Three years ago, Mr. Davis moved to 
Berlin to make his mark. “I’m convinced 
that had | not learned French as a second 
language, | would never have been 

able to meet the challenge of learning 
German,” says Mr. Davis. “When | was 
immersed in the French-speaking world 


of Quebec, something clicked in my brain. 
| now know that, wherever | go, I'll be 
able to learn the language. [translation]" 


Knowing Canada's two official languages 
not only provides professional and 
financial benefits, it also gives Canadians 
an opportunity to expand their personal 
horizons. “Like many other kids in Ottawa 
... | Started learning a second language 
at age 4, when | was enrolled in French 
immersion school,” !* says writer Melanie Ho, 
who now lives in Asia. Ms. Ho sees her 
knowledge of French as a professional 
benefit. As a reporter in 2008, she was 
assigned to cover the Olympic equestrian 
events, where her French skills enhanced 
her ability to communicate with the 
French equestrian team. Earlier this year 
she also worked with a French start-up 
company in Hong Kong. “But learning a 


7 Unless otherwise indicated, all quotations cited in this chapter were obtained by e-mail or during telephone interviews conducted between 


December 16, 2011, and March 31, 2012. 


8 An estimated 30% of Tunisians speak French to varying degrees. See Jacques Leclerc, “Tunisie,” in L'aménagement linguistique dans le monde, 
Québec City, Université Laval, 2011. On-line version (www.tlfq.ulaval.ca/axl/afrique/tunisie.htm) accessed March 31, 2012 [French only]. 


9 In Portugal, 24% of the population report being conversant in French and 32% in English. See Eurobarometer, Europeans and their languages, Brussels, 
February 2006, p. 13. On-line version (http://ec.europa.eu/public_opinion/archives/ebs/ebs_243_en.pdf) accessed March 31, 2012. 


10 Paul Davis, “Bilingualism in fashion,” Beyond Words, November 21, 2011. On-line version (www.officiallanguages.gc.ca/newsletter_cyberbulletin/21_11_2011/ 


content_contenu_e.htm) accessed March 31, 2012. 


11 Paul Davis, “Bilingualism in fashion.” 


12 Melanie Ho, “The rise of the polyglots,” The New York Times, January 29, 2012. On-line version (www.nytimes.com/roomfordebate/2012/01/29/is-learning-a- 
language-other-than-english-worthwhile/more-foreign-languages-means-more-opportunities) accessed March 31, 2012. 
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new tongue is important beyond that,” 
Ms. Ho explains. “Language provides 
insight into another way of thinking, 
another mind-set. . . . Maybe you don't 
need to be fluent in multiple languages, 
but life might be more interesting if you 
were proficient in more than one.” '? 


The fact that Canada has a large pool 

of people who can speak both official 
languages also contributes to its economic 
development and to its vitality. Bilingual 
Canadians play a crucial role in bridging 
the gap between the country’s unilingual 
English speakers and French speakers. 
They can help their own linguistic majority 
to understand the other group, and they 
help the federal government to function 
effectively in both official languages. 


FEDERAL GOVERNMENT’S 
RESPONSIBILITIES 

Since the passing of the Official Languages 
Act, the Government of Canada has 
committed to promoting English and French 
second-language learning by creating the 
Federal-Provincial Program for Cooperation 


13 Melanie Ho, “The rise of the polyglots. ” 


for the Promotion of Bilingualism in 
Education. This and other subsequent 
initiatives have helped to increase the 
number of Canadians who can speak both 
official languages. In fact, 12% of English- 
speaking Canadians between the ages of 
20 and 24 living outside of Quebec report 
knowing both official languages, compared 
to only 5% of those between the ages 

of 60 and 64, who did not have access to 
such programs.'* Overall, however, the 
proportion of bilingual Canadians remains 
low at 17%."° 


The federal government therefore needs 
to increase its efforts to support second- 
language learning in Canadian society. 
Specifically, it should ensure that young 
Canadians have more opportunities to 
participate in language exchanges and 
practise what they have learned. 


HELPING CANADIANS EXPERIENCE 
BILINGUALISM 

Second-official-language education is 
essential at the elementary, high school, 
college and university levels. It also needs 


to happen outside of the classroom in 
order to spark the interest of students, 
inspire them to become bilingual and 

help them maintain their skills. '° 


“Too often, French second-language 
students only speak French with their 
teacher,” says Max Cooke, Canadian 
Parents for French (Ontario) board member, 
Vice-President of French for the Future and 
Director of Communications of the Canadian 
Education Association. “Most don't use it 
with their friends and they don't use it at 
home, so they don't understand why they 
need it. To convince these kids to value and 
nurture their emerging bilingualism as an 
invaluable life skill, we have to build their 
intrinsic motivation to learn French. We 
need to provide them with more exposure 
to Francophone culture. For example, 

| was in Grade 8 when my class went on 

a student exchange to the Lac-Saint-Jean 
region of Quebec. For a whole week, 

| lived with a family that didn't speak 

English and interacted with my unilingual 
Francophone peers. This was when | realized 
that | had a window into another culture and 


14 Statistics Canada, “Figure 3: Rate of English-French bilingualism among Anglophones by age groups, Canada less Quebec, 1996 to 2006,” in The evolving 
linguistic portrait, 2006 Census, Statistics Canada Catalogue no. 97-555-XIE, Ottawa, 2007, p. 27. On-line version (www12.statcan.ca/census-recensement/2006/ 
as-sa/97-555/figures/c3-eng.cfm) accessed March 31, 2012. 


15 Canadian Heritage, Report on Government of Canada consultations on linguistic duality and official languages, Ottawa, 2008, Figure 1. 
On-line version (www.pch.gc.ca/pc-ch/consittn/lo-ol_2008/lord/index-eng.cfm) accessed March 31, 2012. 


16 Jacques Saindon, Rodrigue Landry and Fadila Boutouchent, “Anglophones majoritaires et francais langue seconde au Canada : effets complémentaires de la 
scolarisation et de l'environnement social,” Canadian Journal of Applied Linguistics, vol. 14, no. 1, 2011, p. 79. On-line version (http://ojs.vre.upei.ca/index.php/cjal/ 
article/view/131/968) accessed March 31, 2012 [French only]. 
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a gift that few other kids had. This was so 
empowering that it changed my life! Don't 
try to convince young people that learning 
French as a second language is important. 
Get them to experience it for themselves.” 


There are a number of programs in Canada 
that help young people to discover the 
value of bilingualism for themselves. The 
Explore program, funded by Canadian 
Heritage and managed by the Council of 
Ministers of Education (Canada), enables 
young Canadians to visit another part of 
the country for five weeks and strengthen 
their second-official-language skills by 
taking courses at an academic institution. 
The YMCA Youth Summer Work Student 
Exchange Program, a Canadian Heritage 
and VIA Rail Canada initiative, gives 

16- and 17-year-old Canadian students the 
opportunity to learn English or French as a 
second language, to discover Canada’s other 
language community, and to gain work 
experience that will help them when they 
eventually enter the job market. The PELIQ- 
AN program, which was created following 
a Canada-Quebec bilateral agreement, 
encourages communication between 
English- and French-speaking students in 
Quebec and allows students to practise their 
second official language. Other programs, 
such as the now defunct Katimavik, may 


not necessarily focus on promoting linguistic 
duality, but still make it possible for young 
Canadians to participate in exchanges and 
develop their English or French second- 
language skills. 


There are not nearly enough opportunities, 
however, for young Canadians to participate 
in a language exchange through which they 
can spend several days, weeks or months 
using their second language in an intensive 
learning environment. According to the 
Council of Ministers of Education (Canada), 
“every year close to 20,000 people want to 
participate in a program that gives them this 
opportunity, but only 8,000 actually get a 
spot. [translation]” 


This situation needs to be rectified. As 

the Commissioner of Official Languages 
recommended in the study, Two languages, 
a world of opportunities: Second-language 
learning in Canada’s universities, and 
reiterated in various speeches, the federal 
government and its partners should 
establish the Canadian equivalent of the 
European Union's ambitious Erasmus 
Programme. Since its creation 25 years ago, 
Erasmus has enabled nearly 2.5 million 
European students and teachers to study or 
teach abroad while learning or perfecting 
another language at the same time. 


The idea of establishing this kind of 
program in Canada generated a great 
deal of interest among participants at the 
Manitoba Forum on the Continuum of 
Second-language Learning Opportunities, 
organized by the Office of the 
Commissioner of Official Languages in 
November 2010. According to many 
participants, “[e]xchanges, especially in 
the Canadian context, are also a great 
way to demystify second-language 
learning. .. . [T]he fear of failure must 
not be overlooked as a factor that can 
discourage students from pursuing 
second-language learning.” '” Creating 

a Canadian Erasmus program would 

also help resolve the current situation 
wherein it is often more difficult for 
Canadian students to participate in a 
language exchange with a post-secondary 
institution in their own country than with 
a college or university in another country. 


At the high school level, Canada should 
establish an initiative similar to the 
European Union’s Comenius Programme, 
which gives secondary school students 
(age 14 and up) and student teachers the 
chance to go on a long-term exchange 
(three to ten months). 


17 Office of the Commissioner of Official Languages, Report on the Manitoba forum on the continuum of second-language learning opportunities: 
Follow-up to the study Two languages, a world of opportunities: Second-language learning in Canada’s universities, Ottawa, 2011, p. 3. 
On-line version (www.officiallanguages.gc.ca/html/rmfc_rfmc_e.php) accessed March 31, 2012. 


The Intensive French program, created in Newfoundland and Labrador in 1998, gives 
students in Grade 5 or 6 three to five more hours of French second-language learning 
than the normal curriculum. For half of the ten-month school year, students focus mainly 
on intensive French. For the other half of the year, students follow their regular curriculum 
(history, science, etc.) in English, but in a compacted format, and resume their core 
French classes. Math is taught throughout the year in English. 


This is a winning approach. A study of 30 Grade 5 classes found that 72% of students 


enrolled in an intensive French program could speak with some spontaneity in French, 
compared with 2% of students who had taken core French since the beginning of 
elementary school. '® Students in intensive French programs also have a more positive 
perception of French and often choose to continue their French studies in high school. This 
kind of program now exists in 12 of Canada’s 13 provinces and territories. In 2009-2010, 
8,000 students participated in 369 intensive French classes across the country." 


By 2015-2016, Quebec students attending French schools will study intensive English 
in the second half of Grade 6. Quebec’s education minister has created several working 
groups to ensure that everything goes smoothly as the new program is introduced. 

One of these groups will examine how to recruit experienced English second-language 
teachers, while another will work to build close ties between the English and French 
school boards.” 


18 Joan Netten and Claude Germain, Presentation to Canadian Heritage, October 2010. 


19 Joan Netten and Claude Germain, Presentation to Canadian Heritage. 


RENEW FEDERAL SUPPORT FOR 
SECOND-LANGUAGE EDUCATION 

The Roadmap for Canada's Linguistic 
Duality 2008-2013: Acting for the 

Future recognizes the importance of 
increasing the level of bilingualism among 
young Canadians and sets out federal 
investments of some $8 million a year for 
language exchanges.?! 


These programs are working. A study 
conducted by the Society for Educational 
Visits and Exchanges in Canada found 
that students who had participated 

in short-term exchanges “viewed the 
exchange as an opportunity; have 
confidence in their language abilities; 
continue to use their second language; 
choose leisure activities that help 

to maintain their language; and seek 
and take opportunities for second 
language use. "22 


20 Ministère de l'Éducation, du Loisir et du Sport, Enseignement intensif de l'anglais, langue seconde, au primaire - La ministre Beauchamp s'assure d'une implantation 
efficace, News Release, Québec City, September 16, 2011. On-line version (www.mels.gouv.qc.ca/ministere/info/index.asp?page=communiques&id=1202) accessed 


March 31, 2012 [French only]. 


21 Canadian Heritage, Roadmap for Canada’s linguistic duality 2008-2013: Acting for the future — Mid-term report, 2011. On-line version (www.pch.gc.ca/pgm/ 


slo-ols/pubs/08-1 3-Idl/rmp-mtr2012-eng.cfm) accessed March 31, 2012. 


22 Society for Educational Visits and Exchanges in Canada, English-French school group exchanges in Canada and their long term impact, Ottawa, 2009, p. 1. 
On-line version (www.sevec.ca/upload/Research-English-French % 20School % 20Group % 20Exchanges %20in%20Canada% 20and%20Their% 20Long-Term% 20 


Impact%202009%20EN.pdf) accessed March 31, 2012. 
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| BUSINESSES CAN ALSO PROMOTE 
LANGUAGE IMMERSION 


In 2012, the Commissioner of 
Official Languages participated in the 
Molson Foundation immersion scholarships 
award ceremony for the fifth time. 
Each year, the Molson Foundation gives 

_ $5,000 to five English-speaking Canadians 
from outside of Quebec to enable them 
to pursue their undergraduate university 
studies in French at Université Laval. The 
immersion scholarships were created in 
2005 through a $500,000 donation by the 
Molson Foundation. In the Commissioner’s 
words, they “highlight the importance of the 
private sector's participation in promoting 
the linguistic duality of our country.”?° 


Businesses, the federal government and 
other levels of government also benefit 
from these exchanges because they 
need bilingual employees to effectively 
respond to the needs and expectations 
of Canadians and to ensure that their 
operations are productive. 


The Commissioner of Official Languages 
therefore believes that the federal 
government's next five-year official 


languages plan should not simply 
maintain the status quo regarding 
language exchange programs. To 
maximize the positive effect of exchanges 
on young Canadians and on Canadian 
society as a whole, the government needs 
to go further. Many more short- and 
long-term exchanges are needed so that 
Canada can fully celebrate its linguistic 
duality at its 150th birthday in 2017. 


RECOMMENDATION 1 


The Commissioner of Official Languages recommends that, in the run-up to Canada’s 
150th birthday, the Prime Minister take the necessary measures to double the number of 
young Canadians who participate each year in short- and long-term language exchanges- 


at the high-school and post-secondary levels. 


23 Commissioner of Official Languages, Speaking notes for the Molson Foundation immersion scholarships award ceremony, Québec City, January 12, 2012. 


On-line version (www.officiallanguages.gc.ca/html/speech_discours_12012012_e.php) accessed March 31, 2012. 
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LEARNING THE OTHER LANGUAGE 
WITHOUT CHANGING SCHOOLS 

Although exchanges are important, 
participants at the Manitoba Forum on 
the Continuum of Second-language 
Learning Opportunities said that post- 
secondary institutions should also improve 
their own English or French second- 
language courses, as well as other courses 
taught in the second official language. 
These courses “are often perceived as the 
sole responsibility of the arts or education 
faculties . . . [however] proficiency in 
both official languages is an added value 
in many fields and should therefore be 
reflected in a wider range of programs."?1 


Some institutions and teachers 

already understand this. lan Greene, 
Caroline Dufour and Diane Woody, three 
professors at Toronto's York University, 
recently created the French for Public 
Administration course to help graduate 
and undergraduate students in disciplines 
such as political science and health service 
management acquire knowledge of public 
administration and the French language at 
the same time. This course is also intended 
for people who have knowledge of the 


field of public administration, such as 
federal employees, and want to improve 
their understanding of the French language 
in the workplace. “| learned French many 
years ago when, as an undergraduate 
student in political science, | started 
translating texts from Le Devoir,” says 
Professor Greene. “That quickly helped 

me master the vocabulary | needed to 
read specialized journals in my field or 


COMMISSIONER’S ACTIVITIES 


watch news in both official languages. 
So | thought that by applying a similar 
method, by building a French-only public 
administration course that would make 
students focus on the vocabulary they 
really need on the job, we would help 
them in their careers more than if we 
offered them any other type of French 
course. This course really fills a need 
because demand is very heavy.” 


In 2011-2012, the Commissioner of Official Languages participated in a variety of 
activities to promote the fact that learning Canada’s other official language is an 
advantage for young Canadians and that it is important for them to have as many 
opportunities as possible to hone their skills in English or French. Recently, the 
Commissioner was the closing speaker at an academic forum entitled /mmersion 
at the university level: Models, challenges and prospects, held in February 2012 


and organized by the Official Languages and Bilingualism Institute of the University 
of Ottawa. 


He also met with senior officials at a number of Canadian universities, including 

the University of Calgary, the University of New Brunswick, St. Thomas University, 
Dalhousie University, the University of Waterloo, Université Laval, the University of 
Manitoba, the University of Winnipeg and the University of Windsor, to discuss issues 
related to second-language learning opportunities at the post-secondary level. 


24 Office of the Commissioner of Official Languages, Report on the Manitoba forum, p. 5. 
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In Manitoba, an interesting project 
promises to strengthen law students’ 
French skills. With funding from the 
Department of Justice, the University 
of Manitoba’s Faculty of Law will soon 
offer a program that features required 
and optional courses in French for 
aspiring lawyers who want to become 
proficient in French legal terminology. 
The program will also enable law 
students to take Common Law courses 
in French.2° 


In Quebec, French-language post- 
secondary institutions are offering 
students more and more opportunities 
to register for programs that include 


some courses in English. For example, 
students in the French-language Risk and 
Insurance Management program—part of 
the Université Laval Bachelor of Business 
Administration—can take 

“Risk Management and Insurance” 

and “Risk Assessment” in English. 


Post-secondary institutions across the 
country will need to offer more of these 
kinds of programs so that linguistic 
duality can become a commonplace 
experience for future generations. 


RECOMMENDATION 2 


The Commissioner of Official Languages recommends that the Minister of Canadian 
Heritage and Official Languages work together with provincial and territorial 
governments as well as post-secondary institutions to increase the number of 
programs in which students can take courses in their second official language. 


25 Department of Justice, Government of Canada provides funding to support use of both official languages in the justice system, News Release, 


Ottawa, November 30, 2011. On-line version (www.justice.gc.ca/eng/news-nouv/nr-cp/2011/doc_32673.html) accessed March 31, 2012. 
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CHAPTER 2 


OTTAWA: A TRULY CANADIAN SYMBOL 


Over 40 years ago, the Royal Commission on Bilingualism and 
Biculturalism reported that Canada’s capital “should be regarded as 
the property of neither Francophone nor Anglophone Canadians, 
but as the product of the fruitful collaboration of both, as a symbol 
of the things they have in common.”' The capital “should express, 
in the best way possible, the values of the country as a whole, its 
way of life, its cultural richness and diversity, its social outlook, its 
aspirations for the future. . . . Citizens from across the country who 
visit their capital should find in it a fuller understanding of their 
country's traditions and a pride in personal identification with it. 
Similarly, visitors from other countries should be able just as readily 
to find tangible expression of [Canadian] values . . . ."? Everyone 
should feel as though English and French have “full equality of 
status” in Ottawa.’ 


1 Report of the Royal Commission on Bilingualism and Biculturalism, 
Book V: The federal capital, Ottawa, Queen’s Printer, 1970, p. 31. On-line 
version (http://epe.lac-bac.gc.ca/100/200/301/pco-bcp/commissions-ef/ 
dunton1967-1970-ef/dunton1 967-70-vol5-eng/dunton1967-70-vol5- 
part1-eng.pdf) accessed on March 31, 2012. 


2 Report of the Royal Commission on Bilingualism and Biculturalism, p. 3. 


3 Report of the Royal Commission on Bilingualism and Biculturalism, p. 41. 


In 1970, the Royal Commission felt 

that there was still more work to be 

done before this could become a 

reality. Its research showed that, “in 
economic and professional services in the 
capital . . . English [was] the predominant 
language; such services [were] almost 
universally available in English, but far 
from universally available in French. . . . In 
important aspects of daily life, shopping, 
and professional services, members of the 
Francophone community [often had to] 
make an extra effort in order to obtain 
services at all ...."4 


Four decades later, do the words of 

the Royal Commission still describe 

the language situation in Ottawa? Has 
anything changed? Are English and French 
now on equal footing in Canada's capital? 


Some people do not think so. In 2007, 
Journal de Montréal columnist 
Richard Martineau wrote: “If it’s true that 


a country’s capital is supposed to embody 
the spirit of that country, then there is 

no doubt about it: Canada is a unilingual 
Anglophone country. Of course, the 
museums that | visited are all bilingual. 
But as soon as you step out the door, 
you're in a land where French is seen 

as a foreign language, just like Flemish, 
Wolof or Swedish. [translation]"° In 2011, 
after visiting some 30 restaurants and 
stores in the Byward Market that leased 
commercial space from the National 
Capital Commission, Le Droit found that 
close to one third did not provide services 
or menus in French. Meanwhile, Chris 
McAlear, an English-speaking Montrealer 
interviewed by CTV for a special report 
on the presence of English and French in 
Ottawa and Gatineau, said: “I’m a little 
bit surprised because | figured there was a 
lot more bilingualism in Ottawa.”” 


4 Report of the Royal Commission on Bilingualism and Biculturalism, p. 85. 


There are others, however, who feel 

that the situation described by the Royal 
Commission is no longer true. In 2008, 
Ottawa Tourism Chair Daniel Laliberté 
said that “the status of French in Ottawa 
is ‘very good’ and that the city is ‘almost 
bilingual.’ In hotels, the information found 
in the rooms and on restaurant menus 

is generally provided in both languages. 
[translation]"# More recently, Ottawa Sun 
columnist Brigitte Pellerin wrote: “lama 
French-speaking Quebecer who moved 

to Ottawa in 2000. What sort of first 
impression did Ottawa leave on me? 

That of a very welcoming, clean, friendly, 
city where most people speak English, but 
where just about everyone is happy to 

help francophone visitors find their way, in 
whatever broken French they can manage.” 


5 Richard Martineau, “My Visit in Ottawa,” Journal de Montréal, July 2, 2007. On-line version (http://fr.canoe.ca/infos/chroniques/richardmartineau/archives/2007/07/ 
20070702-120300.html) accessed on March 31, 2012 [French only]. 


6 Philippe Orfali, “La CCN peine à imposer le français,” Le Droit, July 11, 2011. On-line version (www. lapresse.ca/le-droit/actualites/ville-dottawa/201107/12/ 
01-4417325-la-ccn-peine-a-imposer-le-francais.php) accessed on March 31, 2012 [French only]. 


7 Joanne Schnurr, “Joanne Schnurr investigates bilingualism in Ottawa,” /s Ottawa as bilingual as you think?, CTV, TV broadcast, November 1, 2011. On-line version 
(http://ottawa.ctv.ca/serviet/an/local/CTVNews/20111101/OTT_bilingual_capital_111101/20111 101/?hub=OttawaHome#TopVideoAn) accessed on March 31, 2012. 


8 Lisa Maria Noël, “Dites : «FRANCAIS»,” Magazine Jobboom, vol. 9, no. 2, February 2008. On-line version (http://carriere.jobboom.com/marche-travail/regions/ 
outaouais/2008/02/16/pf-4852315.html) accessed March 31, 2012 [French only]. 


9 Brigitte Pellerin, “Shopping for trouble,” Ottawa Sun, August 2, 2011. On-line version (www.ottawasun.com/201 1/08/02/shopping-for-trouble) accessed on March 31, 2012. 
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What is the current situation? Apart from 
the statements above, which are based 
mainly on impressions or on a limited 
number of observations, is today's Ottawa 
a capital where linguistic duality is truly a 
fundamental value? 


In the summer of 2011 and the spring of 
2012, the Office of the Commissioner of 
Official Languages tried to answer this 
question by recreating a typical visitor's 
experience in Ottawa. !° The objective was 
to determine whether it was possible to 
be served in French at various locations 
throughout the capital. The Office of 

the Commissioner visited nine federal 
institutions'' to check their ability to assist 
visitors in French. It also observed the 

use of French at the Ottawa Macdonald- 
Cartier International Airport and at 
businesses in three popular tourist and 
commercial areas: the Byward Market, the 
Rideau Centre and the Sparks Street Mall. 
The results are presented in the following 
section. 


A VISITOR’S EXPERIENCE IN OTTAWA 


ARRIVING AT THE AIRPORT 
a Imagine you are a visitor coming 
to Ottawa. You may be arriving 
from Summerside, Val-d'Or, Saskatoon, 
Liége or even Tokyo. If you travelled 
to Canada's capital by airplane, your 
perception of the presence of English 
and French would begin to take shape 
as soon as you land at the airport. If you 
came through the Ottawa airport when 
the Office of the Commissioner of Official 
Languages was making its observations, 
your official languages experience would 
have been mixed. 


The Office of the Commissioner found 
that signs in the airport, particularly 
directional signs, were indeed in both 
official languages. Television monitors 
were broadcasting alternating English- 
and French-language content, which 
helped to create a bilingual visual and 
auditory environment. In restaurants and 
car rental agencies, most of the signs had 
English and French versions. 


Few employees of these businesses, 
however, invited visitors to use English or 
French by greeting them with a bilingual 
phrase such as “Hello, bonjour” or “Next, 
suivant.” Services provided by restaurants 
and car rental agencies were not always 
in both official languages. Questions in 
French such as “Can | return the rental 
car to one of your Toronto locations?” or 
“What's the soup of the day?” received 
appropriate answers less than 6 times 
out of 10. Often, an employee or server, 
or even another employee called upon 

to help, could not answer these types of 
questions in French. 


CHECKING IN AT THE HOTEL 

If you, as a typical visitor, had 

gone to your hotel after leaving 
the airport, you may have been surprised 
at the visual presence of English and 
French. During its observations, the Office 
of the Commissioner found that very few 
hotels used both official languages in 
their signage or printed material. 


10 Observations were performed by Ipsos Reid and by employees of the Office of the Commissioner of Official Languages. 


11 The Office of the Commissioner of Official Languages visited the following nine federal institutions: Canada’s National Arts Centre, the Canadian Air Transport 
Security Authority, the Ottawa International Airport Authority, the National Capital Commission, the Canadian Museum of Civilization Corporation (which manages 
the Canadian War Museum and the Canadian Museum of Civilization), the Canadian Museum of Nature, the National Gallery of Canada, the Parliament of Canada 


and Rideau Hall. 
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AVAILABILITY 


VISUAL ACTIVE | IN-PERSON OF SERVICE IN 


OFFER (%) | ACTIVE OFFER (%) 


Canadian Museum of Civilization Corporation (Canadian 
War Museum and Canadian Museum of Civilization) 


FEDERAL 
INSTITUTIONS 


Parliament of Canada 


BUSINESSES 

Ue a ee a 
ee al # "res 

BUSINESSES 


WITHOUT LEASES Restaurants 


* Observations were made in person at bilingual service points of federal institutions, at businesses that lease commercial space from a federal institution 
(Public Works and Government Services Canada or National Capital Commission), and at businesses that do not lease space from à federal institution. 
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However, you likely would have been 
impressed by the fact that hotel staff 
could serve guests in both English 

and French. Although very few hotel 
employees proactively greeted guests in 
both official languages, you could easily 
use either English or French to get your 
hotel key, determine whether smoking 
was allowed or find out whether non- 
guests could use the pool. Service in 
French was readily available nearly 9 times 
out of 10 in Ottawa hotels. 


EXPLORING THE CITY 
After dropping your luggage off 

in your hotel room, you might 
decide to explore one of the many sites in 
Ottawa that fall under the responsibility 
of federal institutions. Visiting these 
attractions, you would have felt confident 
in knowing that linguistic duality is 
valued by the federal institutions serving 
visitors to Canada’s capital. For example, 
staff at Canada's National Arts Centre, 
the National Capital Commission, the 
Canadian Museum of Nature, the National 
Gallery of Canada, the museums under 
the Canadian Museum of Civilization 
Corporation, the Parliament of Canada 
and Rideau Hall were all exemplary 
in terms of the visual active offer and 
communications with the public. 


The only drawback was that most of 
these institutions seemed to be having 
trouble convincing their employees of the 
importance of using a bilingual phrase 
like “Hello, bonjour” to greet visitors 
and let them know that they can use 
either English or French. Only two of the 
institutions visited by the Office of the 
Commissioner provided the in-person 
active offer more than 7 times out of 10: 
the National Capital Commission (79%) 


and Canada's National Arts Centre (84%). 


HITTING THE SHOPS 
Later on, you might want to 
head to one of Ottawa’ tourist 


areas to find a bank, grab a drink, pick 
up a souvenir or check out the local 

food scene. You would notice that while 
French is present in public spaces, it is still 
not as prevalent as English. 


During the Office of the Commissioner's 
observations, French was less prominent 
than English on signage and printed 
material in the Byward Market, at the 
Rideau Centre and on the Sparks Street 
Mall, even in businesses located in federal 
government buildings-—whose leases 
include language obligations regarding 
signage. 


The Office of the Commissioner found 
that customers at full-service restaurants, 
fast-food restaurants and coffee shops 
had little chance of finding a menu in 
French. In fact, 74% of the restaurants 
visited did not have French or bilingual 
menus. Most of the time, the menus in 
these restaurants were available in 
English only. 


The language clauses in the federal 
government leases between restaurants 
and Public Works and Government 
Services Canada or the National Capital 
Commission are apparently starting to 
have the desired effect. Although there 

is limited availability of menus in both 
official languages, there is a better chance 
of getting English and French menus in 
restaurants that have a lease with the 
federal government. To continue in its 
efforts to improve, Public Works and 
Government Services Canada plans to 
implement a new strategy in the fall of 
2012 to promote linguistic duality among 
its commercial tenants in the national 
capital area. When renewing leases, the 
National Capital Commission requires its 
tenants to meet the language needs of 
both English- and French-speaking clients. 
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LANGUAGE OF OTTAWA RESTAURANT MENUS 
UMMER 2011 AND SPRING 2012) 


RESTAURANTS* (FULL-SERVICE, 
FAST-FOOD AND COFFEE SHOPS) 


MENUS IN BOTH OFFICIAL 
LANGUAGES (%) 


MENUS IN ENGLISH 
ONLY (%) 


with lease" EU CAR 


without lease"" 
A À 


* Restaurants visited by the Office of the Commissioner of Official Languages in August and September 2011 and in June 2012. 


** Restaurants that lease space from a federal institution. 


*** Restaurants that do not have a lease with a federal institution. 


During its observations, the Office of 

the Commissioner found that, in most 
businesses, employees rarely greeted 
clients with a short message in both 
official languages. However, the data 
revealed that clients were able to get 
service in French about 7 times out of 

10 in restaurants and stores in the Byward 
Market, at the Rideau Centre and on 

the Sparks Street Mall. Banks scored 

even better: in-person active offer was 
made in 54% of cases and services were 
provided in French in 86% of cases. “Our 
institution adheres to a general principle, ” 
says Claude Breton, National Bank’s Senior 
Manager of Public Affairs. “In Ottawa, 

as in all the provinces outside Quebec, 


we post signs and provide services in 

both languages where there is enough 
demand. All of our Ottawa branches are 
bilingual in areas with significant numbers 
of French-speaking residents, workers 

or tourists. [translation]” ' 


GOODBYE! AU REVOIR! 

After your stay in Canada's 

capital, you might leave the 
city via the Ottawa Macdonald-Cartier 
International Airport. Representatives 
of the Canadian Air Transport Security 
Authority would be the ones to leave you 
with your final impression of Ottawa as 
the capital of a country where linguistic 
duality is a fundamental value. 


12 From a telephone interview conducted on April 7, 2012. 
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During the Office of the Commissioner's 
observations, contractors providing 
services on behalf of the Canadian Air 
Transport Security Authority were not 
consistent in giving this impression. 
Despite the fact that this federal 
institution’s signs and documents for 
the travelling public at the Ottawa 
airport were in English and French, the 
in-person active offer was made by its 
contractors only 3 times out of 10 in 
the area restricted to passengers (e.g., 
during the carry-on baggage check or the 
metal detector screening). Furthermore, 
travellers received service in French only 
about 5 times out of 10 at these various 


points of service. Often, none of the 
institution's third-party screening officers 
could understand common questions in 
French such as “Can | keep my toiletry 
kit with me?” or “Do | have to take off 
my shoes?” 


FEDERAL INSTITUTIONS AND 

LINGUISTIC DUALITY 

According to the Office of the 
Commissioner of Official Languages’ 
observations of selected federal 
institutions, services in French were 
readily available in some parts of Canada's 
capital; however, there is room for 
improvement regarding the in-person 
active offer. Most federal institutions 
serving visitors to the capital did not 
systematically make an in-person active 
offer. This means that federal employees 
or third parties acting on behalf of federal 
institutions did not use verbal expressions like 


Commission improved their performance 
in providing the in-person active offer 

by responding promptly to the average 
results they received on the Office of 

the Commissioner's 2009 report cards. 
Canada's National Arts Centre held 
meetings with its front-line staff to raise 
awareness of the importance of the active 
offer, and the National Capital Commission 
adopted internal policies and procedures 
that seem to have had a positive impact. 
Both institutions make a point of recruiting 
employees who can serve clients in the 
official language of their choice. 


Almost all the federal institutions 


succeeded in creating a visual 
environment in which English and French 


IN-PERSON ACTIVE OFFER: IT WORKS! 


were relatively equal, as well as an 
environment where clients can receive 
quality and timely service in the official 
language of their choice. The only ones 
that seemed to have difficulty with the 
in-person active offer and availability of 
service in both official languages were 
third parties hired by the Canadian 

Air Transport Security Authority (i.e., 
screening officers) and the Ottawa 
International Airport Authority (i.e., 
retailers and concessionaires). 


The Canadian Air Transport Security 
Authority is both able and willing to 

do better. In June 2010, the institution 
developed a manual to help standardize 
its overall signage requirements. The 


A 2009 study’? by the Canadian Institute for Research on Linguistic Minorities shows how 
Crucial it is for federal institutions to provide the visual active offer and to encourage 
their staff to routinely make a verbal active offer of services. According to the study, 

53% of French-speaking Nova Scotians said that it was highly likely that they would ask 


“Hello, bonjour!” or “Next, suivant!” to let 
visitors know that they can request service in 
the official language of their choice. 


for government services in French if the person providing the service were wearing a pin 
indicating that he or she was bilingual, if there were signs indicating that services were 
available in both official languages or if there were English and French displays in the 
office. This rate climbed to 73% if the federal employee started the conversation with 
“Hello, bonjour”, but dropped to 14% if there was no visual active offer. 


There are ways to help federal employees 
get into the habit of regularly making 
the in-person active offer, and federal 
institutions can play a major role in 
making this happen. Canada’s National 
Arts Centre and the National Capital 


13 Kenneth Deveau, Rodrigue Landry and Réal Allard, Utilisation des services gouvernementaux de langue francaise, Moncton, Canadian Institute for Research on 
Linguistic Minorities, 2009, pp. 68-71. On-line version (www.icrml.ca/images/stories/documents/fr/rapport_deveau_utilisation_services_gouv.pdf) accessed on 
March 31, 2012 [French only]. 
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quality of its visual active offer has since Since 2006, Public Works and This project was started in the early 2000s 


improved. In November 2011, it also Government Services Canada has been and Canadian Heritage has played a 
enhanced its requirements regarding the adding language clauses to all new leases key role over the past 10 years. A study 
presence of bilingual screening officers at and renewals for commercial spaces in commissioned by the City of Ottawa 
airport pre-board screening checkpoints its buildings. The Department is closely revealed that businesses in the Byward 
subject to Part IV (Communications with monitoring compliance with the language Market and St. Laurent Shopping Centre 
and Services to the Public) of the Official clauses in its leases. “were truly interested in improving their 
Languages Act. In the fall of 2011, the French-language services, but. . . lacked 
Canadian Air Transport Security Authority The National Capital Commission also the necessary expertise and resources” 4 
reviewed its contracts with its third parties requires its new tenants to be able to to make it happen. This study inspired the 
to improve the active offer and delivery serve both English- and French-speakers. City of Ottawa and its federal partners 
of services in both official languages It conducts quarterly inspections to to enlist the help of an association called 
by its contractors’ screening officers. ensure that businesses on its properties the Regroupement des gens d'affaires de 
Consequently, travellers passing through post signs and serve their clients in both la Capitale nationale to coordinate the 
the Ottawa airport and other Canadian official languages. innovative project. 
airports should receive better service in 
the official language of their choice. Public Works and Government Services Since 2006, the 600-member 

Canada and the National Capital Regroupement des gens d'affaires de 
FEDERAL INSTITUTIONS AND RAISING Commission understand that creating a la Capitale nationale has been raising 
AWARENESS AMONG BUSINESSES bilingual image of Canada's capital city awareness among Ottawa's business 
The Canadian Air Transport Security can only be achieved by raising awareness community about the importance of using 
Authority is not the only federal among the Ottawa business community both official languages. The association 
institution that knows how to strengthen about the importance of linguistic duality helps businesses access services from the 
linguistic duality in Ottawa by providing and by helping Ottawa businesses Translation Bureau of Public Works and 
quality service in both official languages incorporate it into their operations. Government Services Canada to translate 
and encouraging its private-sector Consequently, these two federal their signs and documents, and provides 
partners to do the same. Public Works institutions joined Canadian Heritage to workshops to give front-line employees 
and Government Services Canada and support the City of Ottawa in creating a a quick primer on key phrases in French 
the National Capital Commission are also business assistance project. and to help them develop good linguistic 
committed to making efforts in this area. reflexes. It also helps businesses recruit 


14 Canadian Heritage, Business Assistance Project, 2011. On-line version (www.pch.gc.ca/pgm/lo-ol/sb-bs/proj_ent-eng.cfm) accessed on March 31, 2012. 
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bilingual staff by putting them in contact 
with university employment offices and 
creates demand by encouraging visitors 
to use English and French in stores. 

“All of these efforts have produced very 
positive results and raised awareness 
among businesses in the capital about 
the importance of serving clients in the 
official language of their choice; it’s 
good for business! [translation]”'? says 
Joanne Lefebvre, President and Chief 
Executive Officer of the Regroupement des 
gens d’affaires de la Capitale nationale. 


To ensure that Ottawa businesses are 
taking optimal advantage of the best 
linguistic duality practices and that a 
bilingual phrase like “Hello, bonjour” 
becomes one of the capital's hallmarks, 
federal institutions and their partners, 
including the City of Ottawa, must 
continue to support and assist the 
capital’s business community. 


A WELL-KEPT SECRET 

Geographer Mathieu Besmier noted that 
Ottawa has not always been able to take 
full advantage of the strong symbolic 
power of some of its natural wonders— 
such as the Ottawa River, Rideau Falls 
and Gatineau Park—which today are 
the cornerstone of the national capital's 
image. Emblematic of Canada’s beauty 
and vastness, these attractions were, for 
along time, “mostly ignored and were 
never set off in an impressive overall 
scheme.” '® Similarly, the fact that the 
national capital was home to Canada's 
two official language communities, as 
well as tens of thousands of bilingual 
Canadians, was an asset that was 
undervalued by the capital's pioneers 
for decades. This advantage should 
have been celebrated, promoted and 
strengthened from the very beginning. 


15 From a telephone interview conducted on January 6, 2012. 


In a few years, Ottawa will play a key 
role in celebrating the 150th anniversary 
of Canadian Confederation. It is critical 
for the Government of Canada and its 
partners to continue to pave the way 
linguistically so that the capital can truly 
rise to the occasion. Ottawa is more than 
capable of serving as a bridge between 
English- and French-Canadians, and of 
realizing its potential to become a truly 
Canadian symbol. 


16 Mathieu Besmier, “Ottawa: Federal capital and first national symbol,” Queen's Quarterly, vol. 110, no. 2, June 2003, p. 196. 
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CHAPTER 3 


OFFICIAL LANGUAGES: 


GOOD FOR BUSINESS 


Although the federal government is 
primarily responsible for strengthening 
linguistic duality, it is not the only one 
with a key role in promoting English 
and French in Canada. Along with 
provincial, territorial and municipal 
governments, the private sector also 
has a role to play. 


THE ADVANTAGE OF SERVING CLIENTS 
IN THEIR OWN LANGUAGE 

For Canadians, being proficient in 
English and French is a great advantage. 
Businesses operating in Canada also 
benefit from working effectively in both 
official languages. 


Businesses that want to succeed in the 
Canadian market are more competitive 
when they use both English and French, 
because clients generally prefer to do 
business in their first official language and 
also feel more comfortable when they 
use it. This is true not just for unilingual 
Canadians, but also for people who 

are fluent in both official languages. 
Language is much more than a simple 
communication tool, and for many, 

it is strongly connected to identity. In 

the words of Nelson Mandela, former 
President of South Africa and leader of 
the anti-apartheid movement, “If you talk 
to a man in a language he understands, 
that goes to his head. If you talk to him in 
his language, that goes to his heart.”' 


A study conducted in Quebec and Finland 
found that clients who were served in the 
language of their choice were prepared 
to pay more for a product.” International 
businesses located on the Acadian 
peninsula have conducted market studies 
and learned that they benefit from 
advertising in both of Canada’s official 
languages. However, some Canadian 
businesses assume that, outside of 
Quebec, they can afford to operate in 
English only. 


Researchers have found that, when 
businesses provide documents in the 
language the client knows best, the client 
processes the information more effectively 
and remembers it better.? Another study 
found that corporate messages are more 
likely to be received favourably if they are 
in the client's first language.* 


Kellogg's was one of the first companies 
to see the advantages of marketing to 
Canadians in the official language of their 
choice. In 1907, just one year after it was 


founded and some 60 years before the 
Official Languages Act was passed, this 
U.S. corporation decided—completely of its 
own volition, despite popular belief—to print 
information in both English and French on 
its cereal boxes sold in Canada. According 
to a representative of Kellogg's Canada, 
"Canada was the first foreign market, and 
it just must have seemed right’ to print the 
essential product information as well as 
the accompanying educational and health 
messages in the two languages of 

the country.”° 


Since then, other businesses have shown 
that they understand that Canada is a 
bilingual country, and that this means 
that there are certain obligations. 


GATINEAU BUSINESSES AND 

OFFICIAL LANGUAGES 

In February 2012, the Office of the 
Commissioner of Official Languages 
conducted a series of observations® to 
learn whether it was possible to be served 
in English on the Quebec side of the 


1 European Commission, 70th European Day of Languages: What's happening near you, News Release, Brussels, September 23, 2011. 
On-line version (http://europa.eu/rapid/pressReleasesAction.do?reference=IP/1 1/1065&format=HTML&aged=0&language=EN) accessed March 31, 2012. 


2 Jonas Holmavist, “Consumer language preferences in service encounters: A cross-cultural perspective,” Managing Service Quality, vol. 21, no. 2, 2011, p. 188. 


3 Claudia Dolinsky and Richard A. Feinberg, “Linguistic barriers to consumer information processing: Information overload in the Hispanic population,” Psychology and 


Marketing, vol. 3, no. 4, 1986, pp. 261-271. 


4 Peter Roslow and J.A.F. Nicholls, “Targeting the Hispanic market: Comparative persuasion of TV commercials in Spanish and English,” Journal of Advertising 


Research, vol. 36, no. 3, May-June 1996, pp. 67-77. 


5 Office of the Commissioner of Official Languages, “Labelling: Bilingual,” Language and Society, vol. 38, March 1992, p. 6. 


6 The Office of the Commissioner of Official Languages hired Ipsos Reid to perform these observations. 
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National Capital Region. Observations 
were made at businesses located near 
the Canadian Museum of Civilization, 
near Lac Leamy and at skiing facilities. It 
appears that these businesses understand 
the many benefits of linguistic duality in a 
region that straddles the border between 
Quebec and Ontario. 


Based on the Office of the 
Commissioner's observations, hotels 
located near major tourist sites in 
Gatineau are doing an exemplary job of 
taking both of Canada’s official languages 
into account. They all had bilingual 
signage and other visual elements to 


RESULTS OF OBSERVATIONS AT A FEDERAL 
INSTITUTION AND AT VARIOUS BUSINESSES 
IN GATINEAU (FEBRUARY 2012) 


FEDERAL 
: INSTITUTION 


Canadian Museum of Civilization 


show visitors that they encourage the 
use of English and French. At the time of 
the observations, every one of the hotels 
served their guests quickly and effectively 
in English. Hotel employees were always 
able to answer questions in English like 
“Do you have a swimming pool in the 
hotel?” or “Do you allow pets?” 


The Office of the Commissioner found 
that Gatineau restaurants visited were 
less likely than the hotels to visually 
encourage clients to use the official 
language of their choice: only 54% made 
a visual active offer of service in English 
and French. However, 95% were able 


VISUAL ACTIVE | IN-PERSON ACTIVE 
OFFER (%) 


54 


on | 
es | 


Other business types. 59 


to serve visitors in English. Furthermore, 
88% of full-service restaurants, fast-food 
restaurants and coffee shops were able 
to provide English or bilingual menus— 
either immediately or upon request. 


The in-person active offer of service in 
English and French—greeting clients with 
“Bonjour, hello” or something similar — 
seemed to be used infrequently in 
Gatineau; only about 10% of businesses 
at most were using it in February 2012. 


In general, most hotels and restaurants 
in Gatineau set an example that other 
Canadian cities would do well to follow. 


AVAILABILITY 
OF SERVICE IN 
ENGLISH (%) 
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In February 2012, the Office of the Commissioner of Official Languages also made 


observations on how well the Canadian Museum of Civilization in Gatineau was fulfilling 
its obligations regarding services to the public under the Official Languages Act 
Observation data showed that Museum personnel did not systematically use bilingual 
formulas like “Bonjour, hello” or “Suivant, next” when dealing with the public. However, 
the Museum was exemplary in making the visual active offer of service in English and 
French, and in providing services in each visitor's preferred official language. 


BUILDING A BILINGUAL ORGANIZATION 
An estimated 46% of the economic activity 
of southeastern New Brunswick depends 
on French-speaking residents, organizations 
and tourists. The other 54% relies on 
English-speaking residents, organizations 
and tourists.’ The Delta Beauséjour hotel 

in downtown Moncton is well aware 

of this reality and of the importance of 
addressing it. 


To show that bilingualism is an intrinsic 
part of the Delta Beauséjour's guest service 
principles, hotel management has ensured 
that all signage is in English and French 
and that all staff greet each guest with a 
“Hello, bonjour”. According to General 
Manager Raymond Roberge, guests can 
expect to receive fast and effective service 
in the official language of their choice at 
any time of the day or night. 


To position his Moncton hotel as bilingual, 
Mr. Roberge prioritizes candidates’ 
language skills right from the moment 
they are hired. “We do sometimes hire 
good unilingual candidates, but when 
that happens, we offer them a free 
second-language course that focuses on 
the vocabulary they need to do their jobs. 
And we make sure that new hires develop 
good linguistic reflexes while they are 
being trained. But most of all,” says 

Mr. Roberge, “the Delta Beauséjour 
operates in both languages because we 
believe in linguistic duality, because over 
the years we have been able to develop 

a corporate culture that values linguistic 
duality. You don’t know how happy it 
makes my colleagues and me to see 
employees who used to be unilingual get 
up at an event like our General Meeting 
and speak publicly in their second 


language. [translation]"® This is a great 
example of a business that considers 
bilingualism to be a corporate value. 


BILINGUALISM A SOUND 

BUSINESS CHOICE 

Although the path to linguistic duality 
can be challenging for any company, when 
the Commissioner of Official Languages 
met with two representatives of Rogers 
Communications on January 24, 2012, he 
learned that the Toronto-based company 
had been making significant efforts for 
several years to operate in both English 
and French in many parts of Canada. 


To meet the needs of clients and employees 
in Quebec, New Brunswick and parts 

of Ontario, regardless of their preferred 
official language, Rogers Communications 
created a committee specifically responsible 
for establishing rules and procedures 
regarding language and for putting them 
into effect. For example, “whether it’s 

for a new product, when a new sales 
representative comes in, etc., [the rule is] all 
the documentation is in two languages,” 
explains Garrick Tiplady, Senior Vice- 
President of Customer Experience at 
Rogers Communications. “That includes 
the knowledge database available to all 
representatives. ” 


7 Marc Leblanc, Retombées économiques de la présence des francophones dans le sud-est du Nouveau-Brunswick, Final report, Petit-Rocher, Société de l'Acadie du 
Nouveau-Brunswick, 2009, p. 25. On-line version (www.sanb.ca/FileSystem/Id/158) accessed March 31, 2012 [French only]. 


8 Unless otherwise indicated, all quotations cited in this chapter were obtained be e-mail or during telephone interviews conducted between 


December 16, 2011, and March 31, 2012. 
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Rising to the challenge of linguistic 
duality, Rogers Communications has 
also taken care to establish some of 

its call centres in areas that have a 
bilingual workforce. Some businesses 
say it is difficult to find workers who 
can speak both English and French, but 
Rogers Communications has not had 
any problems, according to Mr. Tiplady. 
“Offering services in both languages is in 
the DNA of the company, simply part of 
doing business in a bilingual country.” 


SECOND NATURE 

Mountain Equipment Co-op, an outdoor 
retail co-operative with over 3.5 million 
members, understands that linguistic 
duality is a fundamental Canadian value. 
One of the Co-op's objectives is to 

“earn the respect of its French-speaking 
members so they can feel at home in their 
co-op and make it their own. [translation]? 
Mountain Equipment Co-op makes sure 
that it has at least one French-speaking 
employee present at all times in stores 
located outside of Quebec. It ensures that 
the staff of its Vancouver headquarters 
includes bilingual personnel who can 


effectively meet the needs of French- 
speaking clients and employees. The Co-op 
also provides high-quality information 

in both English and French on all of its 
packaging and has created an illustrated 
bilingual dictionary of outdoor recreation 
and gear terminology called Le Petit MEC.'9 
The Office québécois de la langue 
francaise has even included a number of 
Petit MEC terms in its Grand dictionnaire 
terminologique. 


“Working in both languages really is 
second nature to us,” says David Labistour, 
Mountain Equipment Co-op's Chief 
Executive Officer. “We've been doing 

it long enough that we don't discuss it 
anymore. We don’t even think about 

it, it's part of the business. When we 
bring in a new product, when we add 
something to our Web site, when we 
conduct marketing efforts, we use 

both languages, without thinking, just 
because that's how we do things. Each of 
Canada's language communities deserves 
to be treated with respect. If you set up 
that philosophy right from the beginning, 
the rest will follow.” 


ONE STEP AT A TIME 

Making the shift towards linguistic duality 
may seem intimidating, but it shouldn't be, 
explains Peter Robinson, Chief Executive 
Officer of the David Suzuki Foundation 
and former Chief Executive Officer of 
Mountain Equipment Co-op. “You need 
to start by stating the importance of 
having all regions of Canada represented 
in the enterprise, the fact that you cannot 
be national if some parts of the country 
are missing. Once this is accepted and 
understood, you start talking about what's 
required to represent all regions. To do 
business in Quebec and Francophone 
communities, you certainly need to speak 
French, so the onus is on you to develop 
the capacity to serve people in the official 
language of their choice.” 


The rest is just logistics, according to 

Mr. Robinson. So as not to panic people 
or give the impression that everyone will 
have to become bilingual, an organization 
needs to start by determining how it will 
make use of both official languages. This 
might mean that managers in Quebec will 


9 Mountain Equipment Co-op, Francisation : l'approche MEC, 2012. On-line version (www.mec.ca/AST/ContentPrimary/AboutMEC/AboutOurCoop/Francisation.jsp) 


accessed March 31, 2012 [French only]. 


10 Mountain Equipment Co-op, Francisation : l'approche MEC, 2012. 
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need to know French; that branches or 
stores located in predominantly English- 
speaking cities like Vancouver will need to 
have at least one bilingual employee on 
duty at all times; or that language specialists 
will need to be hired by the head office to 
produce documents in French. 


“Top managers also have to show 
commitment and leadership by becoming 
more conversant in their second 
language, by using it as much as possible, 
and by sending the message that the 
organization will support people who 
want to become bilingual. Firms don’t 

do enough to support bilingualism, ” 
concludes Mr. Robinson, who grew up in 
British Columbia and learned French as an 
adult in Rwanda and Chicoutimi. “The idea 
with linguistic duality is not to get all the 
pieces together overnight. It's to have the 
attitude to do just a little more every day.” 
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COOPERATION: A WIN-WIN SCENARIO 
Businesses can improve their 
bilingualism by cooperating with 

each other. In 2007, for example, 

11 insurance companies in the 
Québec City / Chaudiére-Appalaches 
region decided to develop their English 
capacity collectively. This was one of 
the main reasons for creating the not- 
for-profit Centre de développement en 
assurances et services financiers. 


“The situation has changed a lot in 

the Quebec insurance and financial 
services industry in our region, especially 
in Québec City and Lévis,” says 

Gilles Juneau, the Centre’s Executive 
Director. “Twenty years ago, everything 
happened in French. But with some 

of our members buying businesses 
outside of Quebec and getting into new 
geographical markets, the sector now 
needs to serve a greater number of 
English-speaking clients and do business 
with partners who don't necessarily 
speak French. [translation]" 


To respond to these new linguistic 
challenges, the companies each took 
individual measures, Mr. Juneau explains. 
However, they also looked to the Centre for 
help “because they have to work together 
to foster a newly emerging bilingual 
workforce in such a predominantly French- 
speaking region. [translation] 


To address the fact that 30% of 

the jobs created in this industry in 
Québec City and Lévis in the coming years 
will be bilingual, the Centre is working 
with Université Laval and local CEGEPs 
so that they can offer more specialized 
insurance or finance courses in English. 
The Centre is also helping to create 
internships for young French-speaking 
students to learn their future profession 
in an English-speaking environment. In 
addition, it recently began developing 
a series of on-line courses to train 

call centre employees who use a very 
technical vocabulary in English. “Only 

a group like this could come up with a 
solution like this, [translation]” 

says Mr. Juneau. 


BUSINESSES SUPPORTED BY 

FEDERAL INSTITUTIONS 

Some Canadian and international 
businesses distinguish themselves by the 
efforts they make on a daily basis to meet 
the needs and expectations of English- 
and French-speaking Canadians. Others 
seek to improve their ability to operate in 
both official languages. Many small and 
medium-sized companies as well as large 
corporations would certainly take action 
if they were more aware of the benefits 
of linguistic duality and the possibility of 
better meeting the needs of their English- 
and French-speaking clients without 
necessarily making radical changes to 

the way they do business. 


This is why it is important for the 
Government of Canada to continue 
to support Canadian businesses and 
international businesses located in 
Canada that foster linguistic duality. 


Federal institutions, especially 

Industry Canada and Canadian Heritage, 
should look at some of the projects they 
fund that encourage the use of English 
and French in business, such as the 
Regroupement des gens d’affaires de la 
Capitale nationale’s Business Assistance 
program, and work to ensure that these 
types of projects are undertaken in other 
parts of Canada. 


The federal government does not hesitate 
to support Canadian businesses when 
they need to acquire new skills that give 
them a competitive edge in the market. It 
therefore should not hesitate to support 
them in their efforts to leverage and 
promote linguistic duality in Canada and 
throughout the world. This will create 

a win-win situation for the Canadian 
economy and for consumers. 


RECOMMENDATION 3 


The Commissioner of Official Languages recommends that the Minister of Industry 
create a Support mechanism to encourage Canadian businesses to develop their 
Capacity to operate and provide services in both official languages. 
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CHAPTER 4 


FEDERAL INSTITUTIONS AND 
LINGUISTIC DUALITY 


This chapter begins with an analysis of the complaints 
received by the Office of the Commissioner of Official 
Languages in 2011-2012. It then describes the 
investigations and audits conducted by the Office 

of the Commissioner this year as well as two court 
remedies involving the Commissioner of Official 
Languages. The chapter concludes with the results 

of a series of meetings between the Office of the 
Commissioner and 13 federal institutions that have 
offices in the National Capital Region.' The meetings 
were held to gain a better understanding of the ways 
in which these institutions are strengthening linguistic 
duality in the National Capital Region. 


1 The Office of the Commissioner of Official Languages visited 
the following 13 federal institutions: Canada’s National Arts 
Centre, the Canadian Air Transport Security Authority, Canadian 
Heritage, the Canadian Museum of Civilization Corporation 
(which manages the Canadian War Museum and the Canadian 
Museum of Civilization), the Canadian Museum of Nature, the 
House of Commons, the Library of Parliament, the National 
Capital Commission, the National Gallery of Canada, the Ottawa 
International Airport Authority, Public Works and Government 
Services Canada, Rideau Hall and the Senate. 


COMPLAINTS 

Part of the Commissioner of Official 
Languages’ mandate is to ensure that 
federal institutions respect the language 
rights of their employees and of the 
general public. The Commissioner fulfills 
this responsibility both proactively—for 
example, by intervening with institutions 
to help them comply with the Official 
Languages Act—and reactively, by 
investigating complaints brought to 

his attention. 


In 2011-2012, the Office of the 
Commissioner of Official Languages 
received a total of 643 complaints, 

518 of which were deemed to be 
admissible (81%). As Figure 2 shows, 
341 involved communications with and 
services to the public (Part IV of the Act); 


79 pertained to language of work (Part V); 


45 were related to the advancement of 
English and French (Part VII); and 

42 concerned the language requirements 
of positions (Part XI, section 91). 


CHAPTER 4 FEDERAL INSTITUTIONS AND 


In 2011-2012, almost half (48%) of all 
incidents resulting in a complaint occurred 
in the National Capital Region, with 

the Ontario part generating four times 

as many incidents as the Quebec part. 
Outside of the National Capital Region, 
most of the violations of the Act were 
observed in Ontario (15%), Quebec (11%) 
and New Brunswick (7%). 


SSIBLE COMPLAINTS IN 2 


In 2011-2012, most of the complaints 
were related to Part IV of the Act and 
focused on the following three areas: 
services in person (79 complaints), 
services in writing (63) and services 

in airports (60). 


In 2011-2012, the Office of the 
Commissioner received 45 complaints 
about the way in which the federal 
government and its institutions complied 
with their obligations related to the 


341: Communications with and services to 


INGUISTIC DUALITY 


the public (Part IV) 
79: Language of work (Part V) 
1: Equitable participation (Part Vi) 
45: Advancement of English and French (Part VII) 


42: Language requirements of positions 
(Part XI, section 91) 


10: Other parts of the Act 


advancement of English and French 

(Part VIl), compared with 109 Part Vll-related 
complaints received the year before. It 
should be mentioned, however, that 

the decision to eliminate the long-form 
census questionnaire alone resulted in 

84 complaints. Removing these complaints 
from the equation, Part Vll-related complaints 
nearly doubled in 2011-2012 (45) compared 
with 2010-2011 (25). 


INVESTIGATIONS 

The following sections provide examples 
of some of the investigations of 
complaints processed by the Office of 
the Commissioner of Official Languages 
during the 2011-2012 fiscal year. They 
reflect some of the recurring problems 
that federal institutions need to address. 


CONTROVERSIAL APPOINTMENT 

The Governor in Council makes 
appointments on a case-by-case basis to 
fill positions ranging from chief executive 
officers of Crown corporations and 
members of quasi-judicial tribunals to 
deputy ministers and agents of Parliament. 
Recruiting candidates for these positions 
can be challenging, particularly because the 
individuals who are appointed must have 
high-level skills. Nevertheless, the Governor 
in Council must exercise discretion 
according to the spirit and intent of the 
Official Languages Act. 


36 


In carrying out its responsabilities related 
to the Governor in Council appointment 
process, the Privy Council Office must 
ensure that the language requirements 
arising from the Act are taken into 
consideration when determining the 
language profile of each position to be 
filled. Federal institutions must also do 
their part by using their influence to make 
sure that appointments made by the 
Governor in Council comply with the Act. 


The results of this process should reflect 
the nature of each position and the scope 
of the incumbent's responsibilities. When 
proficiency in both official languages is 
deemed essential to the performance of 
the duties of a position, the Privy Council 
Office should confirm that the nominee is 
proficient in both languages at the time 
the appointment is recommended to the 
Governor in Council. 


By meeting its official languages 
responsibilities, the Privy Council Office 
ensures that each appointment made 
by the Governor in Council reinforces 
the federal government's commitment 
to promote the equality of English and 
French in Canadian society. 


Taking language considerations 

into account in Governor in Council 
appointments is a recurring issue. This 
year, the Office of the Commissioner 
received a significant number of 
complaints (43) regarding the 
appointment of the Auditor General. The 
Office of the Commissioner completed 
its investigation in the summer of 2012 
and submitted its final report to the Privy 
Council Office. 


POSTAL TERMINOLOGY IN ATLANTIC CANADA 
In 2011-2012, the Office of the 
Commissioner once again received 
numerous complaints about Canada 
Post's ability to serve Canadians in the 
official language of their choice. Most of 
these complaints were about the services 
provided at post offices and postal outlets 
managed by third parties acting on behalf 
of the institution. 


Canada Post usually responds promptly 
when informed of a potential problem. 
For example, in January 2011, the Office 
of the Commissioner received a complaint 
that a postal outlet in Moncton, New 
Brunswick, did not provide telephone 
services of equal quality in English and 
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French. According to the complaint, 
a Canada Post employee replied to 
questions using postal terminology 
in English rather than French. 


This complaint prompted the Office of the 
Commissioner to intervene with Canada 
Post, which took the incident seriously. 
The institution conducted a review and 
determined that its staff was either 
unfamiliar with or did not always use 
French postal expressions. To resolve the 
problem, Canada Post created a bilingual 
glossary of current postal terminology and 
distributed it to all employees at bilingual 
postal outlets in Atlantic Canada. 


REAL ESTATE NEEDS OF COMMUNITIES 

In 2009, the Fédération franco-ténoise 
complained to the Office of the 
Commissioner that Public Works and 
Government Services Canada and the 
Treasury Board of Canada Secretariat 
had failed to consider the Fédération 
as a priority purchaser when selling a 
surplus federal building in Yellowknife, 
Northwest Territories. The Office of 
the Commissioner determined that 
the complaint was founded and 
recommended that Public Works and 
Government Services Canada establish 


clear directives to ensure that the needs 
of official language communities? are 
taken into account in the sale or transfer 
of surplus federal real estate.? 


Public Works and Government Services 
Canada is preparing a directive that 
will take the needs of official language 
communities into consideration to 
enhance their vitality and support their 
development. 


Following the report on the investigation 
conducted by the Office of the 
Commissioner into this complaint, in 
2011-2012, senior management at Public 
Works and Government Services Canada 
responded with significant efforts to find 
office space that meets the needs of the 
Fédération franco-ténoise. 


LINGUISTIC DESIGNATION OF POSITIONS 

In the federal public service, some 
positions are designated bilingual and 
others are designated unilingual. Section 91 
of the Official Languages Act states that 
federal institutions must determine this 
designation objectively by identifying the 
specific functions that the incumbent is 
required to perform. 


The Commissioner of Official 
Languages has repeatedly stated 

that underestimating the language 
requirements of a position can cause 
problems. Nevertheless, year after year, 
many institutions continue to evaluate 
the language requirements of positions 
less thoroughly than required. 


Health Canada is one of these 
institutions. As a result, the Office of the 
Commissioner has received complaints 
in the past and, this year, received three 
more because Health Canada's First 
Nations and Inuit Health Branch did 

not establish the linguistic profiles of its 
positions objectively. 


Health Canada claimed that the Branch 
serves a restricted and identifiable 
clientele, the members of which are 
unilingual English, which justified the 
“English essential” profile of positions 

in the Branch. The Office of the 
Commissioner's investigations found that 
this linguistic designation did not account 
for all of the duties that incumbents 

of these positions must perform with 
regard to the public. As a result, Health 
Canada raised the linguistic profile of four 
positions. An investigation is still ongoing 
for another position. 


2 Throughout this chapter, official language minority communities are designated by the term “official language communities.” 


3 Office of the Commissioner of Official Languages, Annual report 2010-2011: Leadership, action, results, Ottawa, 2011, p. 48. 
On-line version (www.officiallanguages.gc.ca/html/ar_ra_2010_11_p9_e.php#section4.2.5) accessed on March 31, 2012. 
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OFFICIAL LANGUAGES AND THE RIGHT TO VOTE 
For many years, the Office of the 
Commissioner has repeatedly intervened 
with Elections Canada to help this 
institution resolve problems that members 
of official language communities sometimes 
face on voting day. However, these 
problems persist. 


The most recent federal election was held 
on May 2, 2011, and once again, some 
Canadians could not receive service in the 
official language of their choice, which 
resulted in 26 complaints being filed. 


The Commissioner of Official Languages 
understands that recruiting bilingual staff 
can be a real challenge in many polling 
stations. Nevertheless, all voters should 
be able to exercise their right to vote in 
English or in French. Elections Canada 
should therefore consider the knowledge 
of both official languages to be an 
essential employment criterion for at least 
some of the election workers assigned to 
a polling station. 


The bilingualism of election officials 
recruited from lists submitted to Elections 
Canada by political parties has a direct 
impact on the quality of bilingual services 
provided in various polling stations across 
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the country. While parties are free to 
create these lists in any way they choose, 
including individuals who can speak 

both official languages can make a big 
difference in enabling English- and French- 
Canadians to exercise their right to vote in 
the official language of their choice. 


The next federal election will be held in a 

few years, and the Commissioner expects 
significant progress to have been made by 
this time. 


CANADIAN ARMY WEB SITES 

The Office of the Commissioner has 
recently investigated various complaints 
regarding the balance of English and 
French on the Web sites of the Canadian 
Army, a component of the Canadian 
Forces under National Defence. These 
complaints, as well as the publication 
of the Directive on the Use of Official 
Languages on Web Sites of National 
Defence, prompted the Canadian Army 
to review the content of its Web sites. 


Through this review, the Canadian 

Army found many shortcomings, and its 
webmasters undertook the huge task of 
correcting them. Thanks to these efforts, 
ensuring the equality of English and 


French has become a higher priority for 
Canadian Army Web sites. The Office 
of the Commissioner was thus able to 
close the investigation into two of the 
complaints it received. 


The Office of the Commissioner 
encourages the other components of 
the Canadian Forces (the Royal Canadian 
Navy and the Royal Canadian Air Force), 
which are experiencing similar problems, 
to adopt this best practice. 


PASSPORT CANADA GOES BEYOND 

ITS OBLIGATIONS 

The Office of the Commissioner contacted 
Passport Canada following a complaint 
filed in the spring of 2011 regarding the 
lack of service in French at the passport 
office in St. John’s, Newfoundland and 
Labrador. Under the Official Languages 
(Communications with and Services to 
the Public) Regulations, the St. John’s 
office is not required to serve the public 

in both official languages. However, 

in September 2011, Passport Canada 
delivered on its commitment to continue 
to improve services for official language 
communities. Capitalizing on the fact that 
its St. John's office had employees who 
could speak both English and French, 
Passport Canada officially designated 
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the office as bilingual. This exemplary 
initiative will help to better serve the more 
than 2,000 Franco-Newfoundlanders and 
Labradorians. 


The Commissioner encourages Passport 
Canada to build on this momentum and 
continue to go beyond the obligations 
set out in the Regulations. The institution 
would do well to encourage its other 
offices, including its Toronto offices, to 
adopt similar solutions to improve the 
delivery of services in French. 


AUDITS 

AIR CANADA 

In 2010, the Office of the Commissioner 
of Official Languages conducted an audit 
to evaluate the services provided by Air 
Canada in English and French at its call 
centres, on board flights on designated 
bilingual routes and in airports where Air 
Canada has language obligations. The 
audit found that, to be able to ensure the 
equality of English and French, Canada’s 
largest air carrier needs to change its 
organizational culture and thoroughly 
review its planning for the provision of 
bilingual services. 


Air Canada's managers and staff often 

did not understand their organization's 
obligations with respect to the active offer 
and delivery of bilingual services. Although 
there were language training and 
maintenance of skill courses for employees 
at Air Canada and Jazz (a contract carrier 
for Air Canada), they were insufficient to 
meet the needs of employees and, as a 
result, those of the travelling public. For 
example, the bilingual capacity of 

Air Canada agents was insufficient in 
many airports. Moreover, Air Canada has 
not established monitoring mechanisms to 
measure Jazz’s performance in the delivery 
of bilingual services. 


In the spring of 2011, the Office of the 
Commissioner submitted its audit report, 
which contained 12 recommendations, 
to Air Canada. In response, Air Canada 
developed an action plan, for which 

the proposed measures and timeframes 
were generally satisfactory to the 
Commissioner. In September 2011, at 
about the same time as the public release 
of the audit report, Air Canada published 
its Air Canada Linguistic Action Plan: 
Communications with and Services to the 
Public: 2011-2014. It also drafted a new 
policy document called Official Languages 
at Air Canada — Policy and Guidelines. 
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However, Air Canada still needs to review 
its follow-up to recommendation 11, 
which focuses on the importance of 
consulting official language communities. 


Because the Office of the Commissioner 
continues to receive complaints about Air 
Canada, it is important for the carrier to 
address all of the recommendations in the 
audit report as quickly as possible. 


PARKS CANADA 

In 2011-2012, the Office of the 
Commissioner conducted an audit to 
determine how well Parks Canada was 
providing services of equal quality in 
English and French to visitors. 


The audit found that Parks Canada has 

a number of shortcomings that need to 
be addressed. For example, it needs to 
improve the management of its official 
languages program by developing an 
accountability framework and a new 
action plan that includes timeframes, 
performance indicators and an 
accountability mechanism. It also needs to 
review the way it organizes and delivers 
bilingual service in relation to its activities 
and interpretive programs. 
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The audit also revealed Parks Canada's 
many strengths with regard to official 
languages. For example, senior 
management showed leadership by 
developing a document called Parks 
Canada Service — Quality Service Standards 
for You, which raises the importance of 
greeting visitors in both official languages. 
Parks Canada has been quite successful in 
providing mandatory training in the active 
offer of bilingual services to ensure that 
all personnel understand their obligations. 
It has also gone to tremendous effort to 
provide visitors with a wide range of high- 
quality communications materials in both 
English and French. 


In the audit report, the Commissioner 
made nine recommendations to 
encourage Parks Canada to continue 

to improve its capacity to provide its 
visitors with services of equal quality in 
English and French. He is satisfied with 
the action plan and timeframes proposed 
by Parks Canada to address eight of the 
recommendations. 


AO 


INDUSTRY CANADA 

From March to June 2011, the Office of 
the Commissioner conducted an audit of 
Industry Canada to determine how well the 
Department is meeting the requirements of 
Part VII of the Official Languages Act. The 
audit focused on Industry Canada’s regional 
development agencies (specifically, the 
Federal Economic Development Initiative 
for Northern Ontario), its regional offices 

in eastern Canada and its headquarters in 
Ottawa, Ontario. 


The objectives of the audit included 
determining whether Industry Canada 

had taken concrete measures having 

a real and positive effect on the vitality 

and development of official language 
communities, and whether official language 
communities were actively involved on 

an ongoing basis in the development of 
Industry Canada programs. 


The audit found that the Department is 
fully committed to implementing Part VII 

of the Act and should be recognized for its 
progress to date. The audit also revealed 
that Industry Canada is fulfilling its Part VII 
responsibilities by maintaining a research 
program on socioeconomic data, key issues 
and priorities affecting the development of 
official language communities. 


Certain shortcomings were noted, 
however, in the proactive and 
systematic measures taken by the 
Department in applying Part VII and in 
the mechanisms through which official 
language communities participate in the 
development and direction of programs 
that affect them directly. 


The Commissioner made six 
recommendations to help Industry 
Canada to improve its performance 
under Part VII of the Act. He is generally 
satisfied with the measures the 
Department plans to take to implement 
these recommendations. However, the 
Commissioner believes that some of 
the measures could be more specific 
and more detailed to respond to 
recommendations 4 and 5. 


COURT REMEDIES 

THIBODEAU V. AIR CANADA 

In 2010, Michel and Lynda Thibodeau 
initiated legal proceedings before the 
Federal Court to compel Air Canada to 
find a long-term solution to the problems 
that were affecting its ability—and that 
of its contract carrier, Jazz—to respect the 
rights of French-speaking travellers. The 
Commissioner of Official Languages was 
involved in the proceedings as an intervener. 
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Although Air Canada admitted to having 
been unable to serve the Thibodeaus 

in French several times, it denied any 
systemic problems. It also argued that the 
Montreal Convention, an international 
agreement incorporated into Canadian 
law through the Carriage by Air Act, 
excluded any possibility of awarding 
damages for any breaches of the Official 
Languages Act on international flights. 


The Federal Court handed down its ruling 
on July 13, 2011. It first confirmed the 
quasi-constitutional status of the Official 
Languages Act. The Act therefore prevails 
over the Montreal Convention in the case 
of a conflict. The Court also found that 
Air Canada and Jazz had not developed 
the reflexes to proactively ensure that the 
language rights of the travelling public 
are respected. 


Consequently, the Federal Court ordered 
Air Canada to send a letter of apology 
and pay damages of $12,000 to the 
Thibodeaus. The Court also ordered 

the carrier to make every reasonable 
effort to comply with Part IV of the 
Official Languages Act (as it pertains to 
services to the public) and to implement 
a monitoring system and procedures to 
quickly identify, document and quantify 
potential violations of its language duties. 


Air Canada appealed this decision in 
September 2011. The Federal Court of 
Appeal heard the matter in April 2012 
and should hand down its judgment by 
the end of 2012. 


COMMISSIONER OF OFFICIAL 

LANGUAGES V. CBC/RADIO-CANADA 

In August 2010, the Commissioner of 
Official Languages filed proceedings 
before the Federal Court to seek a court 
remedy against CBC/Radio-Canada. 

The application was made as a result 

of receiving 876 complaints about the 
broadcaster's decision to make significant 
budget cuts to its radio station in Windsor, 
Ontario. Following an investigation, the 
Commissioner had concluded that the 
institution had failed to fulfill its obligations 
under Part VII of the Official Languages 
Act because it had not considered the 
impact of its decision on the development 
and vitality of the French-speaking 
communities of southwestern Ontario. 


The proceedings seek to determine 
whether CBC/Radio-Canada contravened 
the requirements of the Act. It will 

also determine whether the Commissioner 
can investigate complaints against 
CBC/Radio-Canada or whether, as the 
broadcaster claims, the Canadian 
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Radio-television and Telecommunications 
Commission is the only organization with 
jurisdiction to investigate its activities. 


The Federal Court held a hearing on 

the question of the Commissioner's 
jurisdiction in April 2012. If the Court 
rules in the Commissioner's favour, it 

will hear the case by the end of the year 
regarding CBC/Radio-Canada's obligations 
under Part VII of the Act. 


MEETINGS WITH FEDERAL INSTITUTIONS 
Federal institutions must take strong 
action in order to make Canada a place 
where English and French are on an equal 
footing, where English- and French- 
Canadians engage in an open dialogue 
and where living in an officially bilingual 
country is a shared source of pride. Many 
of the 13 institutions the Office of the 
Commissioner of Official Languages met 
with this year during its study of the 
visitor's experience in the national capital 
understand this and have taken action. 


While the initiatives described in the 
following sections do not constitute 
positive measures for fostering the use of 
both official languages within the meaning 
of Part VII of the Official Languages Act, 
overall, they help strengthen linguistic 
duality in Canadian society. 


LINGUISTIC DUALITY IN THE PUBLIC SERVICE 
To be credible and effective in 
strengthening English and French in 
Canadian society, federal institutions must 
first foster linguistic duality within their 
own organizations. 


Some of the 13 institutions the Office 

of the Commissioner met with this year 
have accomplished this by establishing a 
linguistic framework for their activities. 
For example, the Canadian Air Transport 
Security Authority has adopted a policy 
that clearly defines its administrative 
office employees’ language rights and 
obligations under the Act. Unfortunately, 
third parties who serve the public on 
behalf of the Canadian Air Transport 
Security Authority do not appear to make 
this type of promotional effort in any kind 
of systematic way. 


It is not enough for a policy merely to 
exist—it also needs to be communicated 
to everyone involved. For example, in 
2011-2012, the Ottawa International 
Airport Authority published articles 

in its Contact newsletter to remind 
employees that they are required to serve 
travellers in the official language of the 
traveller's choice. This institution is also 
aware of the difficulties its third-party 
commercial tenants are having with their 


official languages obligations. To help 
raise awareness among these tenants, 

the Airport Authority emphasizes the 
importance of promoting linguistic duality 
in the language clause of their contracts. 
It also continues to regularly monitor the 
quality of bilingual services to the public 
in the airport. 


Meanwhile, Public Works and 
Government Services Canada continues 
to strengthen linguistic duality by 
organizing activities and by using tools 
like its Dialogue newsletter, which 
provides tips and resources to help 
employees work more effectively in both 
official languages and improve their 
knowledge of English or French. Although 
Public Works and Government Services 
Canada has given its employees access 

to many official languages tools, the 
institution would benefit from finding 
innovative ways to support management's 
commitment to official languages. 


Federal institutions, like their employees, 
sometimes need information on official 
languages. Canadian Heritage is one of 
the key sources of support. Tools like the 
Guide for Federal Institutions: Official 
Languages Act — Part VII (Promotion of 
English and French) or the Bulletin 41-42 
newsletter help federal institutions find 


ways to foster the equal status of English 
and French and enhance the vitality of 
official language communities. Canadian 
Heritage also provides support in other 
ways, such as by helping to organize 
consultations with official language 
communities. However, the Department 
needs to do more to support separate 
employers in their efforts to promote 
linguistic duality. 


Many of the institutions the Office of 

the Commissioner met with this year 
strengthen linguistic duality by ensuring 
that their employees acquire and maintain 
second official language skills. For 
example, the House of Commons created 
its own language training and assessment 
centre, which helps both House of 
Commons employees and elected 
officials to improve their second official 
language skills. The Canadian Museum 

of Civilization Corporation checks the 
language skills of employees in bilingual 
positions every five years. 


Some federal institutions know that 
strengthening linguistic duality is based 
on a sound understanding of their 
current situation. For example, during 
the past five years, the National Capital 
Commission, the Canadian Museum 
of Nature and the National Gallery of 
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Canada have conducted internal surveys 
to evaluate employee satisfaction 
regarding measures taken to promote 
the use of both official languages in the 
workplace. Because the Museum and 
the Gallery do not participate in the 
Public Service Employee Survey—which is 
conducted every three years to evaluate 
issues such as employee satisfaction with 
regard to being able to use the language 
of their choice in the workplace—this 
constitutes an exemplary measure. 


As the Commissioner of Official 
Languages explained in his 2010-2011 
annual report, federal institutions should 
not rely solely on the results of the 

Public Service Employee Survey to take 
action with regard to linguistic duality. To 
strengthen linguistic duality in the public 
service, it is also essential to recognize the 
efforts of employees and managers who 
work every day to create an environment 
where English and French are equal. 

The Canadian Museum of Civilization 
Corporation and the National Capital 
Commission are among the institutions 
that understand this. The former supports 
its managers’ linguistic duality efforts 

by making it one of the criteria used 

to evaluate the quality of their work. 

The latter created a Prize for Excellence 


in Official Languages for employees 
whose work and conduct promote the 
advancement of linguistic duality. 


LINGUISTIC DUALITY IN CANADIAN SOCIETY 
Federal institutions must also strengthen 
English and French in society so that all 
Canadians can experience linguistic duality. 
Some of the 13 institutions the Office of 
the Commissioner met with this year have 
taken interesting measures in this regard. 


Before taking any action, institutions 
should evaluate the impact on Canadians’ 
perception of or experience with linguistic 
duality. The Senate seems to have 
developed this reflex: it analyzed the 
impact of different types of social media 
on linguistic duality before establishing a 
social media strategy that complies with 
the Official Languages Act. 


Some institutions distinguish themselves 

by the quality of the measures they take to 
strengthen linguistic duality. For example, 
Public Works and Government Services 
Canada knows how to take full advantage of 
Service Canada’s extensive network of offices 
across the country. In September 2011, it 
promoted the Language Portal of Canada 

as the Feature of the Month in all Service 
Canada offices, an initiative that reached 
nearly a million people. 
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The National Gallery of Canada, Canada’s 
National Arts Centre and Rideau Hall 
ensure that English and French are 
treated equally at all times. The National 
Gallery of Canada strives to achieve 

an equal balance between English and 
French in its exhibitions in Canada and 
abroad, even though, in some cases, 

it has no obligation under the Official 
Languages Act to do so. Canada’s 
National Arts Centre offers English and 
French programming of equal quality and 
sends information on its arts education 
programs to all elementary and high 
schools in the National Capital Region. 
Rideau Hall’s organizational culture tries 
to ensure that every event systematically 
respects both official languages. 


The Library of Parliament's Visitor 
Welcome Centre, where most visitors 
stop to book a tour of the Parliament 
buildings, systematically provides visual 
and verbal active offers of service in 
both official languages. The Library 
of Parliament also runs recruitment 
campaigns and advertises Ottawa job 
opportunities in English- and French- 
speaking communities. It offers job 
opportunities for young bilingual 
Canadians as well, such as the 
Parliamentary Guide Program. 


Strengthening linguistic duality requires 
significant efforts that do not always 
produce immediate results. It is therefore 
important for institutions to understand 
what they are doing well and what needs 
improvement. Some institutions are 
doing a good job of following up on the 
measures they have taken. For example, 
the Senate invites everyone who has 
appeared before a committee to fill out 
an electronic survey indicating whether 
they are satisfied with how well their 
language preferences were respected. 
The Canadian Museum of Civilization 
Corporation monitors its performance 
by using questionnaires to measure 
client satisfaction. 


If these two institutions have found ways 


to evaluate their bilingual service delivery 
efforts, others can do the same. 
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SUCCESS IS NO ACCIDENT 

Following the meetings with 13 federal 
institutions in 2011-2012, the Office 

of the Commissioner found that these 
institutions are strengthening linguistic 
duality in various ways within the federal 
government. 


Some of the institutions are succeeding 
particularly well in this area. They have 
created a strong culture of respect for 
linguistic duality and have standardized 
their practices to strengthen the equal 
status of English and French. They have 
made an ongoing commitment to official 
bilingualism. 


To show how important linguistic duality 
is to Canadians, every federal institution 
should redouble its efforts to find new 
ways to raise the profile of English and 
French in Canada and to celebrate our 
two official languages. 
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ADMISSIBLE COMPLAINTS IN 2011-2012, BY PROVINCE/TERRITORY 
AND BY PART/SECTION OF THE OFFICIAL LANGUAGES ACT 
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CONCLUSION 


CANADA'S BILINGUAL IMAGE 


According to two recent surveys conducted by 
the Government of Canada, 70% of Canadians 
feel that bilingualism is a defining feature 
of the country,’ and 59% think that official 
bilingualism is a success story that Canadians 
can be proud of.? 


Canadians—more than 20 million of 
them—are not the only ones who think 
that Canada is partly defined by its two 
major language communities. Research 
by University of Guelph history professor 
Matthew Hayday confirms that foreigners 
“often have this idea that Canada is this 
great bilingual country with the fantastic 
ability to be a bridge between two major 
world linguistic communities. They often 
think that linguistic duality is what is really 
fundamental about Canada and what it does 
or could be doing on the world scene."? 


Since the passage of the Official 
Languages Act more than 40 years ago, 
a better balance has been achieved 
between English and French in terms of 
visibility. The generally negative findings 
of the 1963 Royal Commission on 
Bilingualism and Biculturalism are now 
dated. However, Canada still has some 
work to do if it wants to live up to its 
reputation and benefit fully from the 
advantages of linguistic duality. 


What can be done to make sure that 

in 2017, on the 150th anniversary of 
Confederation, Canada fully understands 
that the relationship between the English- 
and French-speaking majorities is “the 
most permanent theme”? in its history? 
That Canadians, whether bilingual, 
unilingual or multilingual, are proud of 
the fact that English and French can be 
heard in their neighbourhood, their town 
or their region? 


First, more Canadians should have 

an opportunity to learn both of their 
country’s official languages. While the 
purpose of the Official Languages Act 
has never been to make all Canadians 
bilingual, being able to speak both 
languages is a very valuable skill. 
According to Henry Annan, one of the 
young people the Commissioner of 
Official Languages met at a discussion 
forum in Halifax in November 2011, 
knowing more than one language is more 
of a necessity than a luxury in today’s 
globalized world. “I've always thought 


that learning French is particularly 
important because it's spoken on every 
continent and it opens doors to amazing 
cultures. [translation] 


As Professor Hayday says, “the youth 
option is the best way to make sure 
there's a large cohort of Canadians that 
can bridge the country’s two linguistic 
majorities. This means that the federal 
government really has an important 
role to play in helping to provide all 
sorts of strong opportunities for young 
Anglophones or Francophones to learn 
French or English.” 


The Prime Minister of Canada should 
make these opportunities available 

to all Canadians by allowing more 

young people to take part in language 
exchanges, and the Minister of Canadian 
Heritage and Official Languages should 
work with his partners so that more post- 
secondary students can take some of their 
courses in their second official language. 


1 Canadian Heritage, “Official languages: Facts and figures,” Report on Government of Canada consultations on linguistic duality and official languages, 
February 2008, p. 5. On-line version (www.pch.gc.ca/pc-ch/conslttn/lo-ol_2008/lord/index-eng.cfm #jmp-lan2) accessed March 31, 2012. 


2 Jack Jedwab, Official languages in Canada: Perceived or misperceived?, Montréal, Association for Canadian Studies, 2009, p. 9. 
On-line version (www.acs-aec.ca/pdf/polls/12524225966052.doc) accessed March 31, 2012. 


3 Unless otherwise indicated, all quotations cited in this chapter were obtained by e-mail or during telephone interviews conducted between 


December 16, 2011, and March 31, 2012. 


4 Ramsay Cook, Canada and the French-Canadian question, Toronto, Macmillan, 1966, p. 169. 
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Ottawa will take centre stage during 

the celebrations for Canada's 150th 
anniversary in 2017. Between now and 
then, all federal institutions and corporate 
partners in the capital need to develop a 
bilingualism reflex. Besides being in the 
city's economic interest, creating a visually 
bilingual environment and automatically 
greeting Canadians and visitors in English 
and French and serving them in the 
official language of their choice will also 
showcase Ottawa's already bilingual 
personality. In the next five years, it will 
be less a matter of radically transforming 
the national capital than of revealing a 
well-kept secret: that Canada’s capital 

city can meet visitors’ needs in the official 
language of their choice more often than 
people think. 


By using both English and French with 
their clients and by operating internally 
in both languages when necessary, 
thousands of Canadian and foreign 
companies that do business in Canada 
will serve both their own and the 
country's interests. Some companies 
are well aware of this, and some are 
less aware. The companies that have 
succeeded in this regard should be an 
example and an inspiration for others in 
both the near and more distant future. 


Federal institutions have a crucial role 
in strengthening linguistic duality 
throughout the country. They all need 
to be exemplary leaders in promoting 
English and French. They would do well 
to follow the example of some of the 
13 federal institutions that the Office of 
the Commissioner of Official Languages 
met with this year. 


In an increasingly complex world, Canada 
cannot achieve its full potential unless 

it meets the needs of its two largest 
language communities, encourages 
ongoing dialogue between its English- 
and French-speaking citizens and takes 
full advantage of the fact that two of the 
most influential languages on the planet 
are spoken and taught across the country. 


Linguistic duality is one of Canada's 
core values, a part of its DNA. It is up to 
all Canadians to talk about it, take full 
advantage of it and celebrate it. 
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RECOMMENDATIONS 


RECOMMENDATION 1 

The Commissioner of Official Languages recommends that, in the 
run-up to Canada’s 150th birthday, the Prime Minister take the 
necessary measures to double the number of young Canadians 
who participate each year in short- and long-term language 
exchanges at the high-school and post-secondary levels. 


RECOMMENDATION 2 

The Commissioner of Official Languages recommends that the 
Minister of Canadian Heritage and Official Languages work 
together with provincial and territorial governments as well as 
post-secondary institutions to increase the number of programs in 
which students can take courses in their second official language. 


RECOMMENDATION 3 
The Commissioner of Official Languages recommends that the 
Minister of Industry create a support mechanism to encourage 
Canadian businesses to develop their capacity to operate and 

provide services in both official languages. 
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THE SPEAKER OF THE SENATE 
Ottawa 


Mr. Speaker, 


Pursuant to section 66 of the Official Languages Act, | hereby submit to Parliament, through your 
good offices, the annual report of the Commissioner of Official Languages covering the period from 
April 1, 2012 to March 31, 2013. This report also discusses events related to official languages that 
took place during the Commissioner’s first mandate, from October 2006 to October 2013. 


Yours respectfully, 


Aco dyn soe sl 


Graham Fraser 


THE SPEAKER OF THE HOUSE OF COMMONS 
Ottawa 


Mr. Speaker, 


Pursuant to section 66 of the Official Languages Act, | hereby submit to Parliament, through your 
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Preface 


The past seven years have been important ones for official languages in 
Canada. The Action Plan for Official Languages, which expired in 2008, 
was replaced by the Roadmap for Linguistic Duality, which expired in 
2013. This, in turn, was recently replaced with the Roadmap for Official 
Languages, which runs through to 2018. 


This has also been a period of financial instability: heavy federal 
investment in infrastructure in the wake of the financial crisis of 

2008, followed by the Strategic and Operating Review and the Deficit 
Reduction Action Plan. Generally speaking, official languages have not 
been targeted, but there have been collateral damages and unintended 
consequences for official language minority communities from 
government reorganizations because of closures and cutbacks. 


The result has been subtle erosion: the transfer of federal offices from 
bilingual regions to unilingual regions where there is no right for public 
servants to work in French, thereby making it harder to retain bilingual 
employees and offer services in both official languages; the quiet 
reduction of the level of language skill required for bilingual positions; the 
insidious pressure on public servants to produce documents in English: 
the regular failure to offer a sufficient number of training programs for 
public servants in French; the posting of senior, high-profile positions 
where mastery of both official languages is described as an asset rather 
than a requirement—or worse, described as a requirement and then 

not considered as such. The consequence of all this is a quiet, often 
imperceptible undermining of the use of both languages in the workplace, 
and of the ability to offer services in English and French. 


Federal institutions have been adapting to the 
2005 amendment to the Official Languages Act, 
which requires them to take positive measures for 
the growth and development of official language 
minority communities. Some institutions have 
responded with innovative approaches, while others 
have been slow to recognize their responsibilities. 


It took court action and an out-of-court settlement 
to create the Language Rights Support Program 
after the abolition of the Court Challenges Program 
of Canada in 2006. 


The decision by CBC/Radio-Canada to eliminate 
virtually all of the local programming at 
French-language radio station CBEF Windsor 

led to 876 complaints in 2009-2010. | asked 
the Federal Court to decide whether | have the 
jurisdiction to investigate complaints involving 
CBC/Radio-Canada and to clarify the public 
broadcaster’s obligations under the Official 
Languages Act. The Court released a preliminary 
decision confirming my powers to investigate 
and the jurisdiction of the Court pursuant to the 
Act. Now that the Canadian Radio-television and 
Telecommunications Commission has rendered its 
decision regarding CBC/Radio-Canada’s licence 
renewal application, | intend to return before the 
Federal Court to ask that it confirm its preliminary 
decision regarding jurisdiction and that it decide 
on all other issues of public importance raised in 
this matter. 


The Vancouver 2010 Olympic and Paralympic 
Winter Games resulted in many successes for 
services in both official languages—and one 
regrettable failure: the cultural component of the 
Olympic Games’ opening ceremony. In order to 
help organizers learn from the successes and 
failure of the Vancouver experience, my office 
developed a handbook for organizers of major 
sporting events. 


It is one of the paradoxes of Canadian life that, 
despite the clear indications of progress and 
strength for both of Canada’s official languages, 
there are persistent narratives of decline. Over the 
past seven years, the results of two censuses have 
been published, and each one showed growth 

in the number of Francophones in Quebec, first 
stabilization and then slight growth in the English- 
speaking community in Quebec, and growth 

in the French-speaking minority communities 
across Canada. And yet the theme of “le recul du 
français” —the retreat of French—continues to echo. 


This is understandable in light of the constant 
expansion in the use of English as the language 

of business, international trade, scientific research 
and communication, and entertainment. This 
phenomenon represents significant challenges for 
policy makers. But the English-speaking minority in 
Quebec does not represent one of those challenges. 


Since its election in September 2012, the 

Parti Québécois has been discussing changes to 
the Charter of the French Language. | have made it 
clear that | am concerned about the possible impact 
of those changes on the English community’s 
institutions, and that | am uncomfortable with the 
use of statistics to determine the vitality of an official 
language minority community. This means using the 
size and weight of the majority to define the rights 
and services of the minority. 


As André Laurendeau wrote in The Conscription 
Crisis, 1942,“. . . if strength of numbers alone 
regulates relationships between an ethnic 
majority and the minority, then life in common is 
impossible, and all that remains is to separate. 
The minority must quit the house that has become 
uninhabitable.” ! 


One of the questions that | have often received 

is the most general and difficult one: how are we 
doing in terms of official bilingualism? The answer 
is often unsatisfying: it depends. This report 
attempts to explain that answer in some detail, 
but here is an indication. 


Over the past five decades since the creation 

of the Royal Commission on Bilingualism and 
Biculturalism, the changes have been enormous. 
There are French-language schools and school 
boards across the country. Immersion education 


1. “The Conscription Crisis, 1942,” in André Laurendeau: Witness for Quebec, Essays selected and translated by Philip Stratford, Toronto, Macmillan of Canada, 1973, p. 57. 
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has been a great success. À majority of provincial 
premiers are bilingual. Over 90% of the federal 
positions that are designated bilingual are filled by 
people who meet the language qualifications for 
their job. 


But there are still embarrassing lapses. Some 
institutions still have problems meeting their 
responsibilities. It is still difficult for travellers to 
be served in the official language of their choice 
across Canada. | still get hundreds of complaints 
every year. It is still not an automatic assumption 
that both official languages will be used equally in 
greeting and communicating with Canadians, or in 
federal workplaces. 


What has become clear is the importance of 
leadership. When leaders take the question of 
language rights and responsibilities seriously, so 
do the institutions they lead. If they don’t, the use 
of both official languages fades away. 


In February 2013, Prime Minister Stephen Harper 
asked me to stay on as Commissioner of Official 
Languages for an additional three years. | was 
honoured to accept. 


What lies ahead in the field of official languages? 
What challenges need to be addressed? 


Naturally, there will be some areas of continuity. In 
the context of fiscal restraint and deficit reduction, 
federal institutions will need regular reminders that 
they still need to serve Canadians in the official 
language of their choice, manage employees 
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who have the right to work in their preferred 
official language, and take positive measures for 
the growth and development of official language 
minority communities. The issue of access to 
justice in both official languages will continue to 
be important, as will the need for post-secondary 
institutions to recognize their responsibility to offer 
students second-language learning opportunities. 
As Canada welcomes immigrants from around the 
world, it will be even more important to ensure 
not only that they can have access to language 
training, but also that they understand the role that 
official languages play in Canada’s identity. 


My office and | will continue to modernize and 
improve the way we operate. Technology is 
changing the way we work and the way citizens 
communicate with us. Canadians have higher 
expectations that public institutions should be well 
managed, responsive and transparent, and we 
are working to meet those expectations. We will 
soon be moving offices and joining other agents 
of Parliament—Elections Canada, the Office of 
the Privacy Commissioner and the Office of the 
Information Commissioner—which will reinforce 
our independence and open up possibilities for 
collaborative service delivery. 


Looking ahead, there are a number of events and 
anniversaries in which it will be very important to 
spotlight Canada’s linguistic duality. My staff have 
worked closely with the organizers of the 2013 
Canada Games in Sherbrooke and, along with 

my colleague François Boileau, Ontario's French 


Language Services Commissioner, have already 
been consulting with the organizers of the Toronto 
2015 Pan/Parapan American Games, sharing the 
lessons that were learned during the Vancouver 
2010 Olympic and Paralympic Winter Games. 


The federal government has announced that 

there will be a series of national celebrations 

to mark significant anniversaries over the next 
three years, leading up to the 150th anniversary 
of Confederation in 2017. These will include 

the 100th anniversary of the creation of the 

Royal 22° Regiment, the 200th anniversary of 

Sir John A. Macdonald’s birth, the centenary of 
the First World War and the Battle of Vimy Ridge, 
and the 70th anniversary of the end of the Second 
World War in 1945. The climax will be the opening 
of the Canadian Museum of History as part of the 
2017 celebrations. 


| have always thought that anniversaries offer an 
opportunity for public education—an opportunity 
that is particularly valuable for those who came 
to Canada as adults and did not study Canadian 
history in school. However, it is important that 
these events recognize that there are conflicting 
narratives in Canadian history, that events like the 
First World War stimulate different recollections, 
with memories of heroic sacrifice co-existing 
uneasily with stories of conscription, anti-French- 
Canadian insults and soldiers shooting on 
anti-conscription rioters in Québec City. 


Indeed, the First World War had a divisive as well 
as a formative effect on the country. English- 
speaking and French-speaking Canadians 
experienced the war in very different ways. 
Similarly, the Second World War is remembered 

in Quebec as much for the conscription crisis of 
1942—when 80% of Quebec voters voted not to 
release William Lyon Mackenzie King’s government 
from its promise not to impose conscription, while 
80% of voters in the rest of the country voted to 
do so—as for anything else. 


Thus, it is critical that these anniversaries 

become as much a time for reflection as for 
celebration, and for recognition that the events 
being remembered were often the source of bitter, 
divisive, even sometimes violent disagreement and 
debate at the time. Any attempt to treat them as 
moments of uncomplicated flag-waving unity will 
be unconstructive at best and, at worst, inflame 
ugly linguistic emotions. 


All of this is in a context of a Parti Québécois 
government in Quebec that is concerned that 
French is threatened and needs greater protection. 
But the debate on the future of French, and the 
impact of that debate on the English-speaking 
minority in Quebec, means that it is all the more 
important that the federal government, and federal 
institutions, live up to the spirit as well as the letter 
of the Official Languages Act. 


Just before the end of the 2012-2013 fiscal year, 
the federal government presented its Roadmap 
for Canada’s Official Languages 2013-2018. 

That was a positive thing. However, there is no 
funding for research, no continuation of funding 
for the Canada School of Public Service’s pilot 
project that offered language training and testing 
to university students so they could acquire their 
necessary language skills before joining the public 
service, and substantial reductions in funding 

for education. And while it is a good thing that 
significant funding is being dedicated to language 
training for immigrants, there is little indication that 
this will have a positive impact on official language 
minority communities. 


Immigration is changing Canada, and it is also 

the key to the future of official language minority 
communities. In an era of major demographic 
change in the country, it is all the more important 
that the federal government promote Canada’s 
linguistic duality as a value and as a central part of 
Canadian identity. 


Fifty years after the launch of the Royal 
Commission on Bilingualism and Biculturalism, 
that remains a significant challenge for Canada. 
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Award of Excellence — 
Promotion of Linguistic Duality 


Created in 2009 by the Commissioner of Official Languages, the Award 
of Excellence—Promotion of Linguistic Duality recognizes an individual 
or organization that is not subject to the Official Languages Act but that 
promotes linguistic duality in Canada or abroad or contributes to the 
development of Canada’s official language minority communities. 


This year’s recipient of the Award of Excellence is young businessman 
Justin Morrow, founder, Executive Director and President of Canadian 
Youth for French. His organization’s mission is to inspire a greater 
appreciation for French throughout Canada while increasing the number 
of bilingual Canadians. 


Justin’s career path has been unconventional, to say the least. Growing 
up in Shedden, a small village just outside of London, Ontario, Justin 

was an accomplished athlete in high school and wanted to continue 
playing football at university. After trying his luck in Vancouver, and then in 
Ottawa, he secured a spot on the team at Université Laval in Québec City. 
The only problem—the last time he had taken a French course had been 
in Grade 9! However, he embraced the challenge of training, studying and 
living in French. 


|| JUSTIN MORROW 
FOUNDER, EXECUTIVE DIRECTOR AND PRESIDENT 
ff OF CANADIAN YOUTH FOR FRENCH 


Fiercely determined, Justin dove headfirst into his 
new language and new culture. Not only did he 
win the national university football championships 
twice with Laval’s Rouge et Or, he also mastered 
French and received various academic honours. 


Justin’s linguistic adventure did not end there. 
After graduation, Justin had one goal: to share 
his experience with English-speaking high school 
Students across Canada. His idea was to show 
them all the opportunities that come with getting 
to know another language and another culture, 
and to spread the word that the benefits of being 
fluent in both official languages are available to 
everyone. Canadian Youth for French was born. 


Justin has been meeting with Canadian 
universities, including the Université de 
Saint-Boniface and Université Laval, since 2009. 
His determination, energy and optimism have 
received a warm welcome across the country. His 
inspiration and his passion for a bilingual ideal are 
applauded throughout Canada. 


After numerous national consultations, Canadian 
Youth for French is launching a Web portal 

to promote educational institutions that offer 
programs and courses in French. This unique 
platform—aimed at high school students and 
their teachers and guidance counsellors, as well 
as recent high school graduates—includes a 
directory of post-secondary experiences in French 
as a second language that are available across 
Canada. 


The vision of Canadian Youth for French’s Board 
of Directors is clear: to make Canada a country 
where the “majority” is not Anglophone or 
Francophone, but bilingual—a truly Canadian 
majority. 


As Justin himself says, Canadian Youth for French 
is catching on: “It’s not just a guy with a mission 
anymore, it’s an organization with a mission!” 
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Introduction 


The 2012-2013 annual report of Commissioner of Official Languages Graham Fraser describes his 
achievements during his first mandate, which ran from 2006 to 2013.' It also examines the progress of 
linguistic duality during a period that was marked by a severe financial crisis and the meteoric rise of social 
media. 


The first four sections of the annual report look at four major issues: 


e Is the federal government serving Canadians better in the official language of their choice? 
e Do federal employees feel more comfortable working in the official language of their choice? 
e Are official language communities? better able to develop, thrive and achieve their full potential? 


e Are Canadians feeling more and more like they live in a country where linguistic duality is a 
fundamental value? 


The report continues with an overview of the audits conducted by the Commissioner from 2006 to 2013 
and the complaints filed with him over the same period, as well as how his role has changed during the 
past seven years. 


The report not only provides information to parliamentarians and the public about the progress Canada has 
made in terms of linguistic duality over the past seven years, it also gives a good sense of what still has to 
be done to ensure that English and French have truly equal status throughout the country. 


1. In this report, “2006-2013” designates the seven-year period from the 2006-2007 fiscal year to the 2012-2013 fiscal year. 


2. In this report, official language minority communities are designated by the term “official language communities.” 


In particular, the report stresses the fact that 
strengthening Canada's linguistic duality depends 
primarily on the Government of Canada’s and 
each federal institution’s’ taking into account the 
different elements found in the virtuous circle of 
implementing the Official Languages Act. Each 
component of the circle is essential, but the most 
important is at the heart of the circle: leadership. 


Without leadership, the Government of Canada 
and its federal institutions cannot be the driving 
force behind linguistic duality that we expect them 
to be, nor can they consolidate gains or make 
progress for the benefit of all Canadians. 


Without leadership, the major changes that the 
federal public service is currently experiencing, 
such as job losses resulting from budget cuts, 
could do irreversible harm to achieving full equality 
for English and French in Canada, as guaranteed 
by the Official Languages Act. 


IMPLEMENTING THE OFFICIAL LANGUAGES ACT: 


À VIRTUOUS CIRCLE 


KNOW 
Employees and managers know and understand their 
obligations under the Act. she 


CHECK 


Results are carefully monitored, 
so that any necessary corrective 
measures can be taken 

in a timely manner. 


WANT 
Employees show a strong 


determination to apply the Act 
and to “walk the talk.” 


DO 


Plans are carried out thoroughly and 
carefully, and supervised closely. 


Official languages interventions 
are well-planned. 


3. In this report, the term “federal institutions” is used to designate federal institutions and organizations that are subject to the Official Languages Act. 
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Can the federal government serve me 
in the official language of my choice? 


It is high time all federal institutions understood that official languages are at the 
very heart of their dealings with citizens and travellers, whether by traditional 
means such as the telephone or more innovative ones such as social media. 
Inadequate service in English or in French is not and never will be quality service. 


Under the Official Languages Act, federal institutions have a duty to make the 
MODULE 1.1 in-person active offer of service, which means informing the public that service 
ACTIVE OFFER: STILL THE WEAK LINK is available in both English and French. This lets Canadians and travellers know 
that they can be served in the official language of their choice and that they can 
feel comfortable using that language. Many institutions fail to comply with this 
obligation. With strong leadership, however, these institutions could encourage 


MODULE 1.2 
OFFICIAL LANGUAGES IN AIRPORTS 


MODULE 1.3 their employees to routinely use greetings like “Hello! Bonjour!” 
TRAVELLERS’ LANGUAGE RIGHTS 


The in-person active offer is, after all, a matter of leadership. So why, for example, 


MODULE 1.4 : : ; 
does the average traveller’s experience vary so much from airport to airport, and 
THIRD PARTY SERVICES: SAME LANGUAGE OBLIGATIONS: even within the same airport? Do airport authorities and the Canadian Air Transport 


MODULE 1.5 Security Authority not play a major role in providing services in both official 
AIR CANADA BEFORE THE COURTS languages to the travelling public? 


MODULE 1.6 


Federal institutions are required to offer their services actively in both official 

SUBST ENING oes ee languages, but they cannot stop there. They must also ensure that these services 
OFFICIAL LANGUAGES are actually available in both official languages and that they are always of equal 
MODULE 1.7 quality in English and French. 
SOCIAL MEDIA: THE ACT IS A USEFUL GUIDE 


MODULE 1.8 
QUEBEC CITY MARINE RESCUE SUB-CENTRE: 
IMPACT OF RESTRUCTURING 


MODULE 1.9 
OVERVIEW OF OBSERVATIONS: 2006-2013 


MODULE 1.10 
PART IV COMPLAINTS: 2006-2013 


Federal institutions have a reputation for serving Canadians well, and they are 
making significant efforts to maintain this reputation in a difficult economic climate. 
However, only by fully complying with the Act can institutions truly respect the rights 
of citizens and travellers, and provide effective and efficient service. 


Active offer: Still the weak link 


ISSUE 

Federal institutions that are required by the 
Official Languages Act to provide communications 
with and services to the public in both official 
languages have a duty to inform members of the 
public of their right to be served in English or 
French. Institutions must make a visual active offer 
of bilingual services—with an “English/Frangais” 
pictogram, for example—and a verbal active offer 
in person, with a bilingual greeting like “Hello! 
Bonjour!” However, this greeting is not always a 
part of federal institutions’ client service culture. 


COMMISSIONER’S ACTIONS 

The Office of the Commissioner conducted 
anonymous observations at 63 federal institutions 
between 2006 and 2013. The results of these 
observations show that most of the institutions 
provided a good visual active offer of services in 
heir designated bilingual offices. However, very 
ew institutions obtained satisfactory results for 
the in-person active offer. Nine times out of ten, 
he federal institution that was evaluated received 
a score of less than 60%. 


Federal institutions’ poor performance in making 
the in-person active offer led the Commissioner 
to make specific recommendations on this issue 
in several audit reports. The Commissioner even 
made a recommendation in his 2009-2010 


annual report, that institutions evaluate whether 
their new active-offer strategies are resulting 

in Canadians, being effectively informed of their 
language-of-service rights. 


ASSESSMENT OF CURRENT SITUATION 

Some federal institutions responded to the 
Commissioner's actions by taking measures to improve 
their active offer. A growing number of them, such 

as Service Canada and the Correctional Service of 
Canada, have conducted or are currently conducting 
their own observations on the active offer. 


Community organizations are also interested in 

the issue of the active offer. For example, both the 
Fédération acadienne de la Nouvelle-Ecosse and 
the Fédération des francophones de Terre-Neuve et 
du Labrador conducted investigations and published 
reports in 2012 on the quality of French services— 
including the active offer—at federal institutions. 


The active offer is still one of the weak links, 
however, when it comes to official languages 
performance for federal institutions. They need to 
redouble their efforts to comply with the letter and 
spirit of the Act. 


NEXT STEPS 

When the active offer is not made in person, 
Canadians are generally reluctant to request 
service in the official language of their choice. 


Some institutions have taken a step in the right 
direction and are measuring their performance 
using the virtuous circle for implementing the 
Act.' However, monitoring performance is only 
one part of the circle. The Commissioner expects 
institutions to take the lead and take action to 
ensure that the in-person active offer becomes 
a natural reflex. 


PARKS CANADA LEADING THE WAY 


Parks Canada has made a determined effort to make the active offer an integral part of how 
it does business. In 2009, Parks Canada produced an active-offer training kit called Hello! 
Bonjour!, which includes a DVD, a workbook and a CD. The kit was such a great success that 


the video was distributed to other departments, which still use it as a model. The Commissioner of 
Official Languages’ most recent audit of Parks Canada in 2012 found that, when it comes to the 
active offer, this institution applies its best practices at all times and these practices produce the 
expected results. The active offer was systematically made at most of the Parks Canada sites that 


were audited. 


1. For more information about the virtuous circle of implementing the Official Languages Act, please see page 2. 
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ISSUE 

Under the Official Languages Act and 

its accompanying Official Languages 
(Communications with and Services to the Public) 
Regulations, the public has a right to receive 
services in English or French in Canadian airports 
that are designated as bilingual.? 


OBSERVATIONS 

In 2012, the Office of the Commissioner 
conducted 1,792 observations? in eight 
international airports in Canada to determine how 
well airport authorities and federal institutions 
were meeting their obligations under Part IV of 
the Act, which concerns communications with 

and services to the public. The list included the 
five airports (Halifax, Montréal, Ottawa, Toronto 
and Vancouver) in which the Office of the 
Commissioner had made observations in 2008. To 
provide a broader picture of airport performance 
across the country, three more airports—Québec 
City, Winnipeg and Edmonton—were added to the 
list in 2012. 


Official languages In airports 


The Office of the Commissioner observed services 
provided to the public by the following: 


e airport authorities (including commercial 
tenants under their authority, such as 
restaurants and car rental agencies) 


e Air Canada in-flight and ground services 


e the Canadian Air Transport Security Authority 
(specifically, its third-party security screening 
contractors) 


During the observations, institutions were 
evaluated on the following three criteria: 


e Visual active offer — visual elements must 
indicate that service is available in English and 
French. 


e |n-person active offer — employees must use 
a bilingual greeting (such as “Hello! Bonjour!”) 
to indicate that service is available in English 
and French. 


e Availability of service — service must be 
available in the official language of the 
linguistic minority. 


2. Airports that serve more than one million passengers per year are required to provide services in both English and French. 


3. The Office of the Commissioner consulted Statistics Canada to determine the number of observations required for a representative sample. 


SECTION 1 Can the federal government serve me in the official language of my choice’? 


OVERALL RESULTS 

Table 1 shows the mixed results obtained during 
the 2012 observations. While most institutions 
performed very well in terms of the visual 
active offer (except for the Toronto, Winnipeg 
and Edmonton airport authorities), there is still 
ample room for improvement in terms of the 
in-person active offer and, for some institutions, 
the availability of service in the language of the 
linguistic minority. 


As found in the 2008 observations, few employees 
e in the habit of making the in-person active 

ffer, even if they are bilingual. Managers need to 
make sure that front-line employees are aware 

of their duty to inform the public that services are 
available in both official languages. They must also 
ensure that these employees actively offer services 
in English and French. 
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Table 1 also shows that institutions able to 
provide services in both English and French all 
too often failed to make the in-person active offer 
of services in both official languages. Observers 
had to ask for service in the official language of 
the linguistic minority to learn that service in that 
language was, in fact, available. 


TABLE 1 
SCORES FOR AIRPORT OBSERVATIONS IN 2012 


AIRPORT 

Halifax — Québec City — Montréal — Ottawa — Toronto — Winnipeg — 

Robert L. PRE Pierre Elliott Macdonald- Lester B. James Armstrong Edmonton Vancouver 

Stanfield nem i a Trudeau Cartier Pearson Richardson International International 
International anon International International International International Airport Airport 

Airport Airport Airport Airport Airport 
ee Fa ke Fe Pa Fo Fo 

0 % % % % % % % 
84 100 94 98 54 51 49 83 


active offer 


Alrport authorities, 
and commercial In-person 
tenants under active offer 0 
their authority 


27 26 85 51 88 5 47 | 25 0 21 0 24 8 25 


Service 
available jae 99 98 44 24 18 23 12 
Visua 
Fe active offer [aa 100 100 100 100 100 100 100 
= Canadian Air Rue 
Bm Tansport Security | sve orer Om 59 6ON 91 MEN 95 ON 79 CON 46 DOS 72 ES 64 D « 
En Authority 
Z 
Service 
available RE 95 100 76 32 62 48 31 
Visual 
active offer LED 100 SJ 100 100 100 98 98 
In- 
Air Canada | sete otter MEN) 75 ON «87 EN co DEN co ON 71 ES 77> A 75 
Service 
available Mi 100 100 99 81 83 86 81 
* Overall score is the combined weighted score of the three criteria. Visual active offer and in-person active offer each count for 20% of the overall 


10% in total), and availability of service in the official language of the linguistic minority counts for the remaining 60% 
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COMPARISON OF RESULTS FROM 2008 AND 2012 
Overall, Air Canada and the Canadian Air 
Transport Security Authority have improved 

their performance since the 2008 observations, 
whereas airport authorities have not shown any 
significant improvements. In fact, the Halifax, 
Toronto and Vancouver airport authorities received 
lower scores than in 2008 (Table 2). 


In both 2008 and 2012, the federal institutions at 
the Montréal airport, where French is the majority 
official language, were the only ones to receive 
scores consistently higher than 80% for services 
in the official language of the linguistic minority. 


TABLE 2 
OVERALL SCORES” FROM AIRPORT OBSERVATIONS IN 2008 AND 2012 


2008 
AIRPORT AUTHORITY 

2012 
a 
S CANADIAN AIR 2008 
mmm TRANSPORT SECURITY 
= AUTHORITY 2012 
= 

2008 

AIR CANADA 


Halifax — Robert L. 
Stanfield International 


Although there has been some improvement since 
2008, all of these institutions, especially those 
outside Quebec, need to make a more systematic 
effort to provide a better overall experience in the 
official language of the linguistic minority. 


AIRPORT AUTHORITIES 

Table 1 shows that almost two thirds of the 
airport authorities obtained very high scores for 
visual active offer, which means that they take 
this requirement seriously. However, the Toronto, 
Winnipeg and Edmonton airport authorities still 
need to improve their efforts in this area. 


AIRPORT 


Trudeau International 


Airport (%) Airport (%) Airport (%) 
34 87 46 
27 88 47 
36 86 51 
59 95 79 
56 89 ae 
45 90 89 


Montréal — Pierre Elliott Ottawa — Macdonald- 
Cartier International 


The results for in-person active offer were the 
exact opposite. Scores were very low across the 
board. The only double-digit scores went to the 
airport authorities in Montréal (51%) and Québec 
City (26%). Half of the airport authorities scored 
0% or 1% for in-person active offer. 


In 2012, two airport authorities received almost 
perfect scores for availability of service in the official 
language of the linguistic minority: Montréal (98%) 
and Quebec City (99%). The rest scored under 45%. 


As a point of interest, regardless of whether scores 
were high or low, no significant differences were 
observed before and after the security screening 
area in terms of availability of services in both 
official languages to travellers. 


Toronto — Lester B. 


ncouver International 
Pearson International Vancot 


Airport (%) Airport (%) 
33 28 
25 20 
25 29 
46 48 
59 34 


71 


* Overall score is the combined weighted score of the three criteria. Visual active offer and in-person active offer each count for 20% of the overall 


score (40% in total), and availability of service in the official language of the linguistic minority counts for the remaining 60% 


t These scores reflect federal institutions’ performance during the observation periods in 2008 and 2012. They do not show each institution's progress over time at each airp 


SECTION 1 Can the federal government serve me in the official language of my choice? 


CANADIAN AIR TRANSPORT SECURITY AUTHORITY 
The Canadian Air Transport Security Authority has 
significantly improved its performance since 2008. 
In 2012, it received perfect scores for visual active 
offer at all of the airports where observations were 
made. However, it needs to do better in terms of 
in-person active offer and availability of service in 
the official language of the linguistic minority. 


n five of the eight airports observed, the screening 
officers hired by the Canadian Air Transport 
Security Authority’s third-party contractors 

made the active offer of service in both official 
languages at least 68% of the time. In four out of 
eight airports, these screening officers were able 
to provide service in the official language of the 
linguistic minority at least 62% of the time. The 
screening officers in Montréal and Québec City 
received excellent scores for availability of service 
in the official language of the linguistic minority 
(100% and 95%, respectively). However, their 
performance was not as strong in terms of the 
in-person active offer. 


AIR CANADA 

Air Canada has also improved its performance 
since 2008. In 2012, the visual active offer was 
present 100% of the time in five airports. In the 
other three airports, Air Canada received close to 
perfect scores for visual active offer. 


The national carrier also scored high marks for 
availability of service in the official language of the 
linguistic minority. In all eight airports, Air Canada’s 
results ranged from perfect in the Québec City 
(100%) and Montréal (100%) airports to very good 
in the Edmonton (81%) and Toronto (81%) airports. 


The in-person active offer is an area where Air 
Canada needs to improve its performance.* Even 
in Montréal, the in-person active offer was made 
only 55% of the time. In five of the other airports 
observed, it was made less than 25% of the time. 
When comparing Air Canada’s scores in the air 
and on the ground, the carrier’s in-flight service 
(44%) fared better than its ground service (17%). 


Air Canada has bilingual staff available around the 
clock, but if the in-person active offer is not being 
made systematically, how will the public know 
that services are always available in English and 
French? And how will travellers know that they can 
feel comfortable speaking in the official language 
of their choice? 


TABLE 3 


ASSESSMENT OF THE CURRENT SITUATION 
Looking at the average traveller's overall 
experience of services received from federal 
institutions in the eight airports observed in 
2012, the airports in Montréal and Québec City 
provide better service in the official language of 
the linguistic minority than the others. The Ottawa 
airport ranks third. In the other five airports, 
travellers requiring services in French are likely to 
have a mediocre experience at best. 


The situation regarding the in-person active offer 
is particularly unacceptable. Most points of service 
obtained an average or low score in this area, and 
some, such as those under the responsibility of 
the airport authorities in Halifax, Ottawa, Toronto, 
Winnipeg, Edmonton and Vancouver, obtained 
extremely poor scores ranging from 0% to 8%. 


SCORES FOR OBSERVATIONS AT AIR CANADA SERVICE POINTS IN 2012 


GROUND SERVICE 
i) 
VISUAL ACTIVE OFFER 99 
IN-PERSON 17 
ACTIVE OFFER 
SERVICE AVAILABLE 85 


IN-FLIGHT SERVICE 


0) 


100 
44 
97 


4. The in-person active offer is one of the many issues the Commissioner addressed in his audit of service delivery to Air Canada passengers (see module 1.3, page 10). 


ix 
CO 
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This situation needs to be addressed immediately. 
lf federal institutions do not comply with section 28 
(Part IV) of the Act—in other words, if the in- 
person active offer is not made—then many 
travellers will not know that services are available, 
or that they are required to be available, in English 
and French. Consequently, travellers who speak 
the official language of the linguistic minority will 
probably not be served in the official language of 
their choice. 


NEXT STEPS 

The Commissioner is organizing an information 
campaign to let travellers know that they have 
language rights and that federal institutions are 
required to respect those rights. 


To ensure that the language rights of the travelling 
public are respected under Part IV of the Act, 
federal institutions need to pay more attention to 
their duty to inform the public that services are 
available in both official languages. In Canadian 
airports that are designated as bilingual, the 
Canadian Air Transport Security Authority, Air 
Canada and the airport authorities must actively 
offer services in English and French, not only 
visually but also in person. 


During the Vancouver 2010 Olympic Winter 
Games, when the entire world was watching, some 
of the federal institutions serving the travelling 
public showed that they could raise their game 
and fulfill all of their language obligations. They 
proved that complying with all of the sections in 
the Act really is possible. It is just a question of 
demonstrating leadership all the time instead of 
just once in a while for special occasions. 


SECTION 1 Can the federal government serve me in the official language of my choice’? 


Travellers language rights 


ISSUE 

Under the Official Languages Act federal 
institutions are required to provide services in 
English and French to the travelling public. However, 
nany institutions that provide these services are 
Struggling to meet all of their obligations under 
the Act. Ground services, which include services 
at airports and border crossings, have been the 
object of 20% of Part IV (communications with and 
services to the public) complaints received by the 
Commissioner since 2006. 


COMMISSIONER’S ACTIONS 
From 2006 to 2013, the Commissioner undertook 
a variety of actions to help remedy this situation. 


In 2007-2008, the Commissioner conducted an 
audit on the management of the official languages 
program at the Halifax International Airport 
Authority for the delivery of communications 

with and services to the travelling public. In 

his audit report, the Commissioner made nine 
recommendations, including strengthening the 
airport authority's accountability framework and 
official languages action plan; developing an 
official languages policy and communication 
strategy; and reviewing the language designation 
of positions. 


cf 


In December 2012, he initiated a follow-up audit to 
examine and report on the measures taken by the 
Halifax International Airport Authority to implement 
these recommendations. The Commissioner was 
encouraged by the airport authority’s efforts to 
implement some of the recommendations he 
made in the follow-up report. However, it is clear 
that much remains to be done to implement the 
Commissioner's recommendations to improve the 
way in which the airport authority manages its 
official languages program. The Commissioner has 
asked the Halifax International Airport Authority 

for an action plan that includes timelines for 
implementing his recommendations. 


In his 2011 audit report on the service delivery 

in English and French to Air Canada passengers, 
the Commissioner recommended that the 
national carrier “take concrete and effective 
measures to raise awareness among managers, 
service directors, flight attendants, lead agents, 
and customer sales and service agents of the 
company’s responsibilities pertaining to the active 
offer and delivery of bilingual services under Part IV 
of the Official Languages Act.”° 


In response to the recommendation, Air Canada 
submitted an action plan in which it committed 
to using all available media to effectively 
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communicate employee responsibilities with 
regard to official languages. It also committed to 
reviewing and updating the language requirements 
for employees of Air Canada and other affiliates. 


In the spring of 2013, the Commissioner initiated 
the follow-up audit to assess Air Canada’s 
progress in implementing its action plan. 


Between 2006 and 2013, the Commissioner 
investigated 156 complaints against the Canada 
Border Services Agency, which was the third 
highest number of admissible Part IV complaints 
received during that time. 


n 2012, the Commissioner investigated a number 
f complaints from travellers returning to Canada 
hrough points of entry in southern Ontario. 


© 
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5. Office of the Commissioner of Official Languages, Audit of Service Delivery in English and French to Air Canada Passengers, Ottawa, 2011, p. 7. 
On-line version (www.officiallanguages.gc.ca/html/audit_verification_092011_p9_e.php) accessed March 31, 2013. 
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The complainants reported that Canada Border 
Services Agency employees had not made the 
verbal active offer of bilingual service and, even 
when it was made clear that service in French was 
needed, had failed to provide it. 


The Commissioner met twice with the Canada 
Border Services Agency’s Executive Committee, 
and his office organized meetings with local 
managers and border service officers in Ontario. 


Between 2006 and 2013, the Canadian 

Air Transport Security Authority generated 

116 admissible complaints, ranking it fifth highest 
in Part IV complaints over that period. 


In the past two years, the Commissioner 

has launched formal investigations into 

three complaints against the Canadian Air 
Transport Security Authority. In these cases, the 
complainants claimed that the federal institution’s 
third-party security screening officers delivering 
services on its behalf had not addressed them in 
French, had been unable to speak French to them 
or had not sought the help of a French-speaking 
colleague. 


According to the Office of the Commissioner’s 
airport observations in 2008 and 2012, the 
Canadian Air Transport Security Authority has 
improved its overall performance with regard 

to service to the public.® However, despite this 
general improvement, the institution continues to 
have trouble ensuring that its third-party screening 
officers actively offer their services in both official 
languages and routinely serve travellers in the 
official language of their choice. The institution's 
operating procedures for third-party contractors 
do not clearly stipulate that their screening officers 
must make the active offer in person and provide 
bilingual services at all stages of the screening 
process. The Commissioner believes that the 
Canadian Air Transport Security Authority needs to 
be more thorough in monitoring its contractors and 
the level at which their screening officers comply 
with its obligations under the Act. 


ASSESSMENT OF THE CURRENT SITUATION 
As these examples show, federal institutions are 
making efforts to respect the rights that Part IV 
of the Act gives to the travelling public. However, 
they need to do much more to ensure that they 
systematically offer ground services of equal 
quality in English and French. 


NEXT STEPS 

One of the ways federal institutions that serve 

the travelling public can increase their level of 
compliance with Part IV of the Act is by applying all 
the elements of the virtuous circle of implementing 
the Act.’ 


The Commissioner has taken steps to help federal 
institutions fulfill their Part IV duties with regard 

to the travelling public. In the case of the Halifax 
International Airport Authority, the Commissioner’s 
follow-up audit asks the institution to provide an 
action plan that includes timelines for implementing 
his recommendations. An information campaign is 
being conducted to inform travellers that they have 
language rights and that federal institutions are 
required to respect those rights. 


6. For more information about the Office of the Commissioner’s observations of the Canadian Air Transport Security Authority, please see module 1.2, page 5. 


7. For more information about the virtuous circle of implementing the Official Languages Act, please see page 2. 


SECTION 1 Can the federal government serve me in the official language of my choice’? 
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Third party services: Same language obligations 


ISSUE 

In the past 15 years, the federal government has 
made some significant changes to the way it 
delivers services to the public. As a result, there 

is a greater reliance on third parties, whether 
through subcontracting, devolution, partnerships or 
privatization. For instance, Canada Post authorizes 
dealers in private postal outlets to act on its behalf, 
the Canadian Air Transport Security Authority 
contracts out its airport screening services to 
private security companies, and Air Canada 
supplements its network with contract carriers 
such as Jazz. 


n Part IV of the Official Languages Act, which 
concerns communications with and services to 
the public, section 25 stipulates that every federal 
nstitution must ensure that third parties acting 
on its behalf comply with the same language 
obligations as the institution itself has under Part 
IV of the Act. However, some federal institutions 
do not consistently meet this obligation. 


COMMISSIONER’S ACTIONS 

The Commissioner’s efforts over the past seven 
years have revealed two major obstacles that 
hinder full compliance with section 25 of the Act. 
First, third party employees acting on behalf of 
federal institutions are often not fluent enough in 
English or French. Second, even though federal 
institutions are generally in the habit of including 
language clauses in their third-party agreements, 
they do not systematically take the necessary 
measures to ensure strict compliance. 


The Commissioner's 2010 report on the audit of the 
management of the official languages program at the 
Halifax International Airport Authority provides some 
guidance for institutions regarding third parties. In the 
audit report, the Commissioner recommends putting 
innovative measures in place to encourage third 
parties to meet their official languages obligations. In 
addition, he advocates using formal mechanisms to 
monitor third-party compliance with the Act. 


An investigation completed by the Commissioner 
in 2013 shows the importance of implementing 
formal monitoring mechanisms. One of the 
objectives of the investigation was to determine 
whether Human Resources and Skills Development 


8. For more information on substantive equality, please see module 1.6, page 16. 


Canada had met its obligations under Part IV 
(specifically, section 25) of the Act when 
implementing the Canada-British Columbia Labour 
Market Development Agreement. 


In his report, the Commissioner established 

that the Government of British Columbia was 
acting on behalf of Human Resources and Skills 
Development Canada in implementing employment 
services stemming from the Agreement. The 
Department was therefore ultimately responsible 
for ensuring that the employment services offered 
through the province respected the principle of the 
substantive equality® of English and French. 


The Commissioner then determined that the new 
service delivery mode set up by the province did 
not provide the public with employment assistance 
services of equal quality in English and in French. 
He therefore concluded that Human Resources 
and Skills Development Canada had not fulfilled 
its obligations under section 25 of the Act, and 
specifically recommended that the Department 
set up permanent and formal follow-up and 
monitoring mechanisms to ensure that the 
Government of British Columbia complies with 
the language clauses in the Agreement. 
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ASSESSMENT OF THE CURRENT SITUATION 
In the current economic climate, federal 
institutions are increasingly tempted to adopt 
operating-cost reduction strategies by relying on 
third parties. This passive approach on the part of 
federal institutions is unacceptable when it has a 
negative impact on Canadians’ access to services 
in the official language of their choice. Institutions 
cannot merely try to fulfill their language 
requirements under section 25 of the Act; they 
have to produce results. Canadians have the right 
to receive services of equal quality in English and 
French from federal institutions even when a third 
party is acting on their behalf. 


NEXT STEPS 

Federal institutions must be proactive in using the 
necessary tools and procedures not only to ensure 
full compliance with their language obligations in 
the provision of services to the public, but also to 
assess the true performance of third parties acting 
on their behalf. 


IMPACT OF THIRD PARTIES ON OFFICIAL LANGUAGE COMMUNITIES 


The vitality of official language minority communities is another factor that must 
be taken into account before introducing any new service delivery modes. In his 


2009-2010 annual report, the Commissioner of Official Languages recommended that 
the Prime Minister of Canada “take all required measures to ensure that new initiatives 
in alternative modes of service delivery .. . do not adversely affect the language rights 

of Canadians—in particular, members of official language minority communities.”° 


9. Office of the Commissioner of Official Languages, Annual Report 2009-2010: Beyond Obligations, volume 1, Ottawa, 2010, p. 26. 
On-line version (www.officiallanguages.gc.ca/html/ar_ra_2009_10_p7_e.php#Decentralization_or_erosion) accessed March 31, 2013. 


SECTION 1 Can the federal government serve me in the official language of my choice? 


Air Canada before the courts 


ISSUE 

Air Canada, the country’s largest airline, is still 
having difficulty complying with Part IV of the 
Official Languages Act, which sets out obligations 
regarding communications with and services to 
the travelling public. 


COMMISSIONER’S ACTIONS 

The Commissioner has conducted several 
nvestigations into complaints about Air Canada 
and its performance in terms of communications 
with and services to the public. Between 2006 and 
2013, 369 complaints alleged that Air Canada had 
not made the active offer of service on board its 
flights or in airports, or had not provided services 
to the travelling public in both official languages. 


Unfortunately, Canadians are sometimes forced 
to go to court to get a proper response from Air 
Canada about the complaints against it, and the 
Commissioner sometimes has to intervene. 


In 2007, the Commissioner intervened before the 
Federal Court of Appeal in Air Canada v Thibodeau 
to clarify Air Canada’s language obligations with 
respect to its subsidiaries under section 10 of the 
Air Canada Public Participation Act and Part |V of 


the Official Languages Act. In its ruling, the Federal 
Court of Appeal confirmed that it is not enough for 
Air Canada to try to meet the language obligations 
set out in Part IV of the Official Languages Act. 

As the Act seeks to achieve specific results, Air 
Canada must ensure that the travelling public has 
equal access to services in either official language, 
regardless of whether these services are provided 
by Air Canada or third parties acting on its behalf. 


In addition to concluding that a passive attitude is 
insufficient when it comes to official languages, 
the Federal Court of Appeal criticized the 
oppressive nature of Air Canada’s appeal and 
ordered Air Canada to pay compensation of 
$7,000 to Mr. Thibodeau, an unusual amount 

in a case of this nature. 


In 2010, the Commissioner was again the 
intervener in Federal Court proceedings initiated 
by Mr. and Ms. Thibodeau. This second case 
sought to clarify Air Canada’s and Jazz's language 
obligations for international flights. The Thibodeaus 
also sought compensation for Air Canada’s 
systemic failure to meet its obligations under the 
Official Languages Act. 


In court, Air Canada denied that the breaches of its 
language duties were systemic. It also maintained 
that the Montreal Convention, an international 
agreement on air carriers’ responsibilities, limits 
the Federal Court’s power to award damages for 
violations of the Official Languages Act. 


In 2011, the Federal Court reiterated that the 
Official Languages Act is quasi-constitutional in 
nature and therefore prevails in cases of conflict 
with other legislation. The Court also found that Air 
Canada and Jazz had not completely developed 

a reflex to proactively implement all the tools and 
procedures needed to comply with their language 
obligations, to measure their performance in this 
respect, and to set objectives for improvement. 


These conclusions led the Court to rule that Air 
Canada does, in fact, have systemic problems 
regarding official languages. Consequently, the 
Federal Court ordered Air Canada to send a letter 
of apology and pay damages of $12,000 to the 
Thibodeaus. The Court also ordered the carrier to 
make all necessary efforts to comply with Part IV 
of the Official Languages Act and to implement 

a monitoring system and procedures to quickly 
identify, document and quantify potential violations 
of its language duties. 
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Air Canada appealed this ruling before the 
Federal Court of Appeal, which concluded that the 
Federal Court could not order the carrier to pay 
damages for violations that occur on international 
flights because of the provisions of the Montreal 
Convention. The Federal Court of Appeal also 
overturned the Federal Court’s ruling on Air 
Canada’s systemic breaches. 


The Federal Court of Appeal’s ruling has a 
significant impact on the scope of the Official 
Languages Act and on the effectiveness of the 
Federal Court’s remedial powers. The Thibodeaus 
and the Commissioner requested and received 
leave to appeal this decision before the Supreme 
Court of Canada. 


ASSESSMENT OF THE CURRENT SITUATION 
Under the Air Canada Public Participation Act, 
Canada’s national air carrier has been subject to 
the Official Languages Act since 1988. Certain 
provisions also confer obligations upon its 
third-party contractors, such as Jazz, but do not 
subject them directly to the Official Languages Act. 
Consequently, when the Commissioner receives 


complaints about Jazz’s failing to offer or provide 
services in one of the official languages, he must 
investigate Air Canada (on behalf of which Jazz is 
acting) rather than Jazz itself. The Commissioner 
cannot make recommendations directly to Jazz. 


To address this situation, the legislation regarding 
the language obligations of Air Canada and its 
third parties needs to be clarified.'° To fill this 
serious legal void, the Minister of Transport tabled 
Bill C-17 in October 2011. However, considering 
that this is the fourth bill on the same subject 
(the previous three having died on the Order 
Paper in 2005, 2006 and 2007) and despite the 
fact that the Commissioner has made specific 
recommendations on this issue in two successive 
annual reports (2008-2009 and 2009-2010), 
the government does not seem to be giving this 
amending bill the priority it deserves. 


Meanwhile, although there is no question that 
Air Canada is subject to the Official Languages 
Act, the carrier continues to favour a narrow 
interpretation of its language obligations. It is 
unfortunate that complainants like Mr. and Ms. 
Thibodeau have to go to court to get Air Canada 


to respect their language rights and, by extension, 


the language rights of all Canadians. 


NEXT STEPS 

There is an urgent need for Parliament to fill 

the existing legal void and clarify the language 
obligations of third parties acting on Air Canada’s 
behalf. The current situation is having a negative 
impact on the language rights of the travelling 
public, and this impact is being felt every day. 


10. The legal gaps discussed in this module also have an impact on Air Canada’s ability to respect its employees’ right to work in the official language of their choice. 


This issue is explored in module 2.4, page 40. 


SECTION 1 Can the federal government serve me in the official language of my choice’? 


Substantive equality of Canada's official languages 


ISSUE 

Over the past 30 years, the Supreme Court of 
Canada has been asked repeatedly to define 

the scope of language rights guaranteed by the 
Canadian Charter of Rights and Freedoms. The 
Supreme Court has also intervened to determine 
how the principle of substantive equality of English 
and French applies in various areas, including 
minority language education rights. It was not until 
2009, however, that the Supreme Court defined 
the application of this principle to service delivery, 
as well as the obligations of federal institutions 
under the Charter and the Official Languages Act. 


COMMISSIONER’S ACTIONS 

In 2000, the Centre d’avancement et de leadership 
en développement économique communautaire 

de la Huronie and its executive director, Raymond 
DesRochers, filed a complaint with then 
Commissioner of Official Languages Dyane Adam. 
The complaint alleged that Industry Canada had 
not provided services of equal quality in English 
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nd French through its North Simcoe Community 
utures Development Corporation. Commissioner 
dam’s investigation report concluded that 
ndustry Canada had failed to meet its obligations 
under the Act, and two follow-up reports showed 
that the institution had not fully resolved the 
issue. Accordingly, in 2004, Mr. DesRochers and 
the Centre d’avancement et de leadership en 
développement économique communautaire de la 
Huronie took the matter to court. 
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In 2007, DesRochers v Canada (Industry) went 
before the Supreme Court of Canada, with the 
Commissioner as co-appellant. In 2009, the 
Supreme Court of Canada issued its decision 

and found that, to achieve linguistic equality, the 
federal government might have to provide services 
with different content in English and French. The 
Supreme Court noted that a broad view must be 
adopted when looking at substantive equality: 
“~.. itis possible that substantive equality will not 
result from the development and implementation 


of identical services for each language community. 
The content of the principle of linguistic equality 

in government services is not necessarily 

uniform. It must be defined in light of the nature 
and purpose of the service in question.”"' With 
respect to the DesRochers case, the Supreme 
Court stated that “[ijt is difficult to imagine how 
(Industry Canada] could provide the community 
economic development services mentioned in this 
description without the participation of the targeted 
communities in both the development and the 
implementation of programs.” ' 


Following this ruling, the Treasury Board of Canada 
Secretariat developed an analytical grid to help 
federal institutions in applying the Supreme Court 
ruling and in determining whether their programs 
or services need to be adjusted in order to provide 
services of equal quality to official language 
communities. 


11. DesRochers v Canada (Industry), [2009] 1 S.C.R. 194, 2009 SCC 8 at para. 51. On-line version (http://scc.lexum.org/decisia-scc-csc/scc-csc/scc-csc/en/item/6899/index.do) 


accessed March 31, 2013 


12. DesRochers v Canada (Industry), [2009] 1 S.C.R. 194, 2009 SCC 8 at para. 53. On-line version (http://scc.lexum.org/decisia-scc-csc/scc-csc/scc-csc/en/item/6899/index.do) 


accessed March 31, 2013. 
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ASSESSMENT OF THE CURRENT SITUATION 
To ensure that they are applying the principle of 
substantive equality when providing services to 
the public, federal institutions need to review their 
services and programs. According to the Treasury 
Board of Canada Secretariat, it is essential that 
federal institutions “take into account the principle 
of substantive equality in strategic planning, in 
the development and assessment of policies and 
programs, as well as in program expenditure 
reviews.”'° 


NEXT STEPS 

In 2012, Senator Maria Chaput tabled Bill S-211, 
which aims to amend the Official Languages Act to 
integrate the concept of federal institutions having 
to provide services of equal quality in English and 
French. The Commissioner strongly supports this 
bill and encourages parliamentarians to give it 
careful consideration. 


13. Treasury Board of Canada Secretariat, The Supreme Court of Canada Decision in the CALDECH (Desrochers) case and Analytical Grid, Ottawa, 2011. 
On-line version (www.tbs-sct.gc.ca/olo/caldech/intro-eng.asp) accessed March 31, 2013. 


SECTION 1 Can the federal government serve me in the official language of my choice? 


Social media: The Act is a useful guide 


ISSUE 

The Government of Canada is increasing its use 
of social media, including blogs, wikis, Facebook 
and Twitter. These tools represent new forms 

of interaction between federal institutions, their 
employees and Canadians, including members of 
0 


ficial language communities. 


When the Official Languages Act was adopted in 
1969, or even when it was amended in 1988, no 
one could have foreseen the rise of social media 
and its real-time, interactive communication. 
Indeed, the use of social media by the government 
and the public it serves may well have an impact 
on Canadians’ access to services in English and 
French, on federal employees’ being able to work 
in the official language of their choice and on the 
development of official language communities. 
The repercussions are still largely unknown. 


In 2009, the Commissioner began to take a closer 
look at the language issues involved in the use 
of social media. He is now in a better position to 


address complaints on this subject. His office is 
also better equipped to effectively manage its 
Facebook page and Twitter account, two tools it 
has been using since 2012. 


COMMISSIONER’S ACTIONS 

Over the past four years, the Commissioner has 
often spoken about social media. In October 
2011, in an appearance before the Standing 
Senate Committee on Official Languages, he 
Stated, “Despite the challenges associated with 
advanced technologies, the interpretive principles 
of the [A]ct must continue to guide us... . One 
of the most important principles is clearly the 
substantive equality of the two official languages. 
Federal institutions that have already integrated 
linguistic duality as a value will Know how to 
adapt their practices to the Web 2.0 universe: for 
example, by using two versions of the same social 
media, such as a Twitter or Facebook account in 
English, and another one in French.”" 


In February 2013, the Commissioner was invited 
to take part in a workshop on the application of 
the Act organized by Human Resources and Skills 
Development Canada. He emphasized that federal 
institutions must carefully consider the possible 
consequences of their technology choices on 
official language communities and on Canadians in 
general. “Using new technologies can be a good way 
to make your services accessible to a wider audience, 
but federal institutions must also be careful not to 
lose touch with Canadians who are not comfortable 
with these new technologies, whether because of 
technological problems, geographical remoteness 

or illiteracy. Therefore, before closing offices and 
replacing them with new technologies, a thorough 
evaluation needs to be made.”'® 


ASSESSMENT OF THE CURRENT SITUATION 
Federal institutions’ use of social media is 
governed by a number of policies and directives. 
The Treasury Board has established guidelines and 
directives such as the Guideline to Acceptable Use 


14. Standing Senate Committee on Official Languages, Proceedings of the Standing Senate Committee on Official Languages, Issue 2, Ottawa, October 24, 2011, p. 12. 
On-line version (www.parl.gc.ca/Content/SEN/Committee/41 1 /ollo/O2eva-49113-e.htm) accessed March 31, 2013. 


15. Commissioner of Official Languages, Moving Forward with New Technologies: Official Languages and Web 2.0, Notes for an address at a workshop on the application of the Official 
Languages Act at Human Resources and Skills Development Canada, Ottawa, February 5, 2013. On-line version (www.officiallanguages.gc.ca/html/speech_ discours 5022013_e. php) 


accessed March 31, 2013 


of Internal Wikis and Blogs Within the Government 
of Canada and the Guideline for External Use 

of Web 2.0. Using these tools helps federal 
institutions fulfill their language obligations in 
terms of service to the public and language 

of work. 


In the fall of 2012, the Standing Senate Committee 
on Official Languages published a report called 
Internet, New Media and Social Media: Respect 
for Language Rights! The report states that 

federal institutions must use Web 2.0 tools in a 
manner that respects the equal status of English 
and French, and that they must help official 
language communities use the technologies 

to foster their development. The report’s six 
recommendations include ensuring Internet access 
for all communities, supporting the development 
of French-language content, supporting innovative 
social media projects and sharing best practices 
for the use of social media within the federal 
government. 


NEXT STEPS 

In the next few years, the Commissioner will be 
closely monitoring federal institutions’ use of 
social media, both as a means of communication 
with the Canadian public and as a work tool for 
federal employees. The federal government would 
do well to give serious thought as to how it can 
maximize the benefits that social media and other 
Web technologies can bring to the development of 
official language communities. 


“Thanks to information technology and social media, Canadians 
ave tools that simply didn't exist not that long ago. Today, 
hysical distance is merely a technicality. New technologies are 
opening all Kinds of doors. You can explore both English and 
French culture with the click of a mouse.”'® 


y 


© 


-Graham Fraser, Commissioner of Official Languages 


16. Commissioner of Official Languages, Notes for an address to students at the CEGEP de la Gaspésie et des Îles, Magdalen Islands, Quebec, September 12, 2011. 


SECTION 1 Can the federal government serve me in the official language of my choice’? 


Quebec City Marine Rescue Sub-Centre: 


Impact of restructuring 


ISSUE 

n 2011, the federal government announced 
the closure of the Marine Rescue Sub-Centre in 
Québec City. Marine distress calls from vessels 
in the waters of Eastern Canada would now be 
handled by the Trenton and Halifax Joint Rescue 
Coordination Centres. This announcement 
triggered strong reactions from people worried 
about losing the public’s right to be served in 
French. In the wake of this announcement, the 
Commissioner received several complaints 
against Fisheries and Oceans Canada. 


COMMISSIONER’S ACTIONS 

The Commissioner conducted an investigation to 
evaluate whether the decision of Fisheries and 
Oceans Canada contravened Parts IV and VII of 
the Official Languages Act, which deal respectively 
with communications with and services to the 
public, and the promotion of English and French. 
The Commissioner then decided to expand the 
investigation to include National Defence, which is 
responsible for coordinating maritime search and 
rescue in Canada. 


At the time the Commissioner’s final investigation 
report was submitted, the Trenton and Halifax Joint 
Rescue Coordination Centres still did not have the 
capacity to handle distress calls in English and 
French equally at all times. The complaints were 
therefore considered to be founded under Part IV 
of the Act. 


ASSESSMENT OF THE CURRENT SITUATION 
The Commissioner's follow-up report revealed 
hat Fisheries and Oceans Canada had not 
implemented the first three recommendations of 
he final investigation report, which means that 
had not yet fully met its language obligations 
under the Act. The follow-up report also showed 
that National Defence does not yet have sufficient 
bilingual staff at the Halifax Joint Rescue 
Coordination Centre. 


— 


_— + 


No follow-up was conducted for the Trenton Joint 
Rescue Coordination Centre, as Fisheries and 
Oceans Canada had already confirmed that the 
centre was not able to handle calls equally in 
English and French. 


According to the Commissioner, if Fisheries and 
Oceans Canada cannot demonstrate that service 
is equally available in both official languages at all 
times and that it will remain so over the long term, 
the Québec City Marine Rescue Sub-Centre should 
not be closed. The risk of compromising marine 
safety is too great. Fisheries and Oceans Canada 
and National Defence absolutely must ensure that 
timely and appropriate services are available in 
English and French. 


NEXT STEPS 

When taking measures to modernize service 
delivery, federal institutions need to understand the 
impact their decision may have on their capacity 
to continue providing services of equal quality in 
both official languages. Limiting access to public 
services in English and French clearly has a 
negative impact on the vitality of official language 
communities. 
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Overview of observations: 2006-2013 | 


ISSUE More than four out of five times between 2006 Table 1, however, shows that very few institutions 
The Office of the Commissioner regularly conducts and 2013, institutions obtained results of 80% obtained good results for the active offer in 
anonymous observations to evaluate how well or above. person, which involves the use of phrases like 
federal institutions are complying with their “Hello! Bonjour!” or “Next! Suivant!” Only one out 
obligations under Part IV of the Official Languages ÀS indicated by the asterisks in Table 4, the of ten times between 2006 and 2013, institutions 
Act, which governs communications with and following eight federal institutions received a obtained results of 60% or above. As shown in 
services to the public. result of 90% or above on visual active offer Table 3, only one institution—the National Capital 

each time they were observed by the Office of Commission—received results of 60% or above 
OBSERVATIONS the Commissioner: the Canada Border Services for the active offer in person. 

Agency, Canada Post, the Canada Revenue 
IN-PERSON OBSERVATIONS Agency, Canada’s National Arts Centre, the Table 1 illustrates the fact that federal offices 
From 2006 to 2013, the Office of the Canadian Museum of Civilization Corporation, the required to provide services in both official 
Commissioner conducted 142 series of in-person Canadian Tourism Commission, Citizenship and languages are inconsistent when it comes to 
observations’? in 61 institutions to evaluate how Immigration Canada and Passport Canada. availability of service in the official language of 
well federal offices with language obligations the linguistic minority. In half of the series of 


served Canadians in the official 
language of their choice. This TABLE 1 . A hana 
observations that were made in the _ NUMBER OF TIMES AN NUMBER OF TIMES AN NUMBER OF TIMES AN 


institutions’ bilingual offices over INSTITUTION OBTAINED A | INSTITUTION OBTAINED A | INSTITUTION OBTAINED A 
the ene, ae RESULT OF 80% OR ABOVE | RESULT OF 60% TO 79% | RESULT OF 59% OR BELOW 


VISUAL ACTIVE OFFER 


Table 1 shows that most of the : 
ACTIVE OFFER 4 10 128 


federal institutions observed in IN PERSON 
SERVICE AVAILABLE Tal 46 25 


person made the visual active offer 
of service in their bilingual offices. 


17. The Office of the Commissioner consulted Statistics Canada to determine the number of observations required for a representative sample. 


Can the federal government serve me in the official language of my choice? 


observations, institutions obtained TABLE 2 
results of 80% or above. In nearly a 
third of the series of observations, 
institutions obtained results of 60% 
to /9%. As shown in Table 5, only six 


federal institutions received results 


TELEPHONE OBSERVATIONS (2006-2013) 


NUMBER OF TIMES AN | 
INSTITUTION OBTAINED A | 


RESULT OF 80% OR ABOVE 


ACTIVE OFFER 89 
of 90% or above: Canada's National BY TELEPHONE 
Arts Centre, the Canadian Museum of Zi 
Civilization Corporation, the Canadian SERVICE AVAILABLE 92 


Tourism Commission, the Economic 
Development Agency of Canada 

for the Regions of Quebec, the National Capital 
Commission and Passport Canada. 


TELEPHONE OBSERVATIONS 

The Office of the Commissioner conducted 119 
series of observations in 53 institutions to evaluate 
how well federal offices with language obligations 
served Canadians by telephone in the official 
language of their choice. This represents 3,384 
anonymous observations that were made by 
telephone to the institutions’ designated bilingual 
offices between 2006 and 2013. According to the 
observations, federal institutions’ performance 
was much better by telephone than in person. 


As indicated in Table 2, three out of four times, 
institutions obtained results of 80% or above for 
active offer and availability of service by telephone 
in the official language of the linguistic minority. 


The high scores recorded for service delivery by 
telephone are partly due to the fact that many 
institutions use automated systems that provide 
callers with the option to be served in the official 
language of their choice. This also explains why 
the numbers for active offer and availability 

of service are generally the same. However, 

even though Canadians are able to access the 
government services they are looking for in the 
official language of their choice by telephone, they 
sometimes have to wait a bit longer to receive 
them. Therefore, the services cannot be described 
as being of equal quality. 


NUMBER OF TIMES AN NUMBER OF TIMES AN 
INSTITUTION OBTAINED A INSTITUTION OBTAINED A 
RESULT OF 60% TO 79% RESULT OF 59% OR BELOW 

29 ti 
18 9 


ASSESSMENT OF THE SITUATION 

The observations conducted over the past seven 
years indicate that most federal institutions make 
the visual active offer of service in both official 
languages, that too many continue to have 
difficulty making the in-person active offer of 
service, and that some have a lot more difficulty 
than others in serving Canadians in both official 
languages. 
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TABLE 3 
ACTIVE OFFER IN PERSON: SCORES FOR INSTITUTIONS THAT WERE OBSERVED AT LEAST THREE TIMES (2006-2013) 


INSTITUTIONS THAT OBTAINED 80% OR ABOVE IN | INSTITUTIONS THAT OBTAINED 60% TO 79% | INSTITUTIONS THAT OBTAINED LESS THAN 60% 
THE MAJORITY* OF THE OBSERVATIONS IN THE MAJORITY* OF THE OBSERVATIONS IN THE MAJORITY* OF THE OBSERVATIONS 
National Capital Commission Aboriginal Affairs and Northern Development Canada 
Agriculture and Agri-Food Canada 
Air Canada 


Atlantic Canada Opportunities Agency 


Business Development Bank of Canada 
Canada Border Services Agency 
Canada Mortgage and Housing Corporation 
Canada Post 
Canada Revenue Agency 
Canada’s National Arts Centre 
Canadian Air Transport Security Authority 
Canadian Food Inspection Agency 


Canadian Museum of Civilization Corporation 


Canadian Tourism Commission 

CBC/Radio-Canada 

Citizenship and Immigration Canada 
Correctional Service of Canada 


Economic Development Agency of Canada 
for the Regions of Quebec 


Fisheries and Oceans Canada 


Halifax Robert L. Stanfield International Airport Authority 
Health Canada 


AM. “TASSE > er 


*Because the institutions’ scores were not necessarily uniform across all observations, calculations were based on performance in the majority of the observations 


SECTION 1 Can the federal government serve me in the official language of my choice’? 


TABLE 3 
ACTIVE OFFER IN PERSON: SCORES FOR INSTITUTIONS THAT WERE OBSERVED AT LEAST THREE TIMES (2006-2013) (cont.) 


INSTITUTIONS THAT OBTAINED 80% OR ABOVE IN INSTITUTIONS THAT OBTAINED 60% TO 79% INSTITUTIONS THAT OBTAINED LESS THAN 60% 


THE MAJORITY* OF THE OBSERVATIONS IN THE MAJORITY* OF THE OBSERVATIONS IN THE MAJORITY* OF THE OBSERVATIONS 


Industry Canada 
National Film Board of Canada 
Ottawa Macdonald-Cartier International Airport Authority 
Parks Canada 
Passport Canada 
Public Works and Government Services Canada 
Royal Canadian Mounted Police 


Transport Canada 
VIA Rail Canada Inc. 


Western Economic Diversification Canada 


aS Bi 2 SAMS ST 


* Because the institutions’ scores were not necessarily uniform across all observations, calculations were based on performance in the majority of the observations, 
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TABLE 4 
VISUAL ACTIVE OFFER: SCORES FOR INSTITUTIONS THAT WERE OBSERVED AT LEAST THREE TIMES (2006-2013) 


INSTITUTIONS THAT OBTAINED 80% OR ABOVE IN | INSTITUTIONS THAT OBTAINED 60% TO 79% | INSTITUTIONS THAT OBTAINED LESS THAN 60% 
THE MAJORITY* OF THE OBSERVATIONS IN THE MAJORITY* OF THE OBSERVATIONS IN THE MAJORITY” OF THE OBSERVATIONS 
Air Canada Aboriginal Affairs and Northern Development Canada 
Business Development Bank of Canada CBC/Radio-Canada 
Canada Border Services Agencyt Halifax Robert L. Stanfield International Airport Authority 
Canada Mortgage and Housing Corporation Royal Canadian Mounted Police 


Canada Post 
Canada Revenue Agencyt 
Canada’s National Arts Centret 
Canadian Air Transport Security Authority 
Canadian Food Inspection Agency 
Canadian Museum of Civilization Corporationt 
Canadian Tourism Commissiont 
Citizenship and Immigration Canadaï 
Correctional Service of Canada 


Economic Development Agency of Canada 
for the Regions of Quebec 


Health Canada 
Industry Canada 


National Capital Commission 


*Because the institutions’ scores were not necessarily uniform across all observations, calculations were based on performance in the majority of the observations. 
' Institutions that obtained 90% or above 


SECTION 1 Can the federal government serve me in the official language of my choice? 


TABLE 4 
VISUAL ACTIVE OFFER: SCORES FOR INSTITUTIONS THAT WERE OBSERVED AT LEAST THREE TIMES (2006-2013) (cont.) 


INSTITUTIONS THAT OBTAINED 80% OR ABOVE IN INSTITUTIONS THAT OBTAINED 60% TO 79% = | INSTITUTIONS THAT OBTAINED LESS THAN 60% 


THE MAJORITY* OF THE OBSERVATIONS IN THE MAJORITY” OF THE OBSERVATIONS | IN THE MAJORITY* OF THE OBSERVATIONS 


National Film Board of Canada 
Ottawa Macdonald-Cartier International Airport Authority 
Parks Canada 
Passport Canadat 
Public Works and Government Services Canada 
VIA Rail Canada Inc. 


Western Economic Diversification Canada 


¥ E SS TL = à if HET FERRARI Bo PME ES AS AVINE 
* Because the institutions’ scores were not necessarily uniform across all observations, calculations were based on performance in the majority of the observations. 
' Institutions that obtained 90% or above 
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TABLE 5 
AVAILABILITY OF SERVICE: SCORES FOR INSTITUTIONS THAT WERE OBSERVED AT LEAST THREE TIMES (2006-201 3) 


INSTITUTIONS THAT OBTAINED 80% OR ABOVE IN | INSTITUTIONS THAT OBTAINED 60% TO 79% INSTITUTIONS THAT OBTAINED LESS THAN 60% 


THE MAJORITY* OF THE OBSERVATIONS IN THE MAJORITY* OF THE OBSERVATIONS -IN THE MAJORITY* OF THE OBSERVATIONS 
Atlantic Canada Opportunities Agency Agriculture and Agri-Food Canada Aboriginal Affairs and Northern Development Canada 
Canada Border Services Agency Canada Revenue Agency Business Development Bank of Canada 
Canada Post Canadian Air Transport Security Authority Halifax Robert L. Stanfield International Airport Authority 

Canada’s National Arts Centre? Canadian Food Inspection Agency Ottawa Macdonald-Cartier International Airport Authority 

Canadian Museum of Civilization Corporation CBC/Radio-Canada 
Canadian Tourism Commission‘ Citizenship and Immigration Canada 

Economic Development Agency of Canada Correctional Service of Canada 


for the Regions of Quebec HG da 


Fisheries and Oceans Canada Industry Canada 


National Capital Commission’ National Film Board of Canada 


Parks Canada Royal Canadian Mounted Police 


Passport Canadat Transport Canada 


Public Works and Government Services Canada 
VIA Rail Canada Inc. 
Western Economic Diversification Canada 


* Because the institutions’ scores were not necessarily uniform across all observations, calculations were based on performance in the majority of the observations 
"Institutions that obtained 90% or above 


SECTION 1 Can the federal government serve me in the official language of my choice’? 


Part IV complaints: 2006-2013 


Complaints under Part IV of the Official Languages 
Act relate to communications with and services 

to the public. These complaints primarily concern 
federal institutions that are in close, everyday 
contact with Canadians. 


Between 2006 and 2013, 2,581 admissible 
Part IV complaints were filed with the 
Commissioner. These complaints accounted for 
48% of all admissible complaints over the past 
seven years. 


Despite the fact that a significant number of Part 
lV complaints were filed each year, the number 
of these complaints has generally declined from 
2006 to 2013. 


FIGURE 1 


COMPLAINTS UNDER PART IV OF THE OFFICIAL LANGUAGES ACT (2006-2013) 


2006-2007 


mode 2010. ' 


2010-2011 “ae 
2011-2012 : 
2012-2013 


Although Air Canada had the most Part IV 
complaints filed against it between 2006 and 
2013, its numbers have been steadily declining 
since 2007-2008 and have dropped 46% over 
the past six years. The number of complaints about 
Air Canada did rise 41% in the past year, however, 
from 29 in 2011-2012 to 41 in 2012-2013. 


Complaints filed under Part IV of the Act between 
2006 and 2013 mostly concerned federal 
institutions’ use of English and French in the 
areas of written communications, services to the 
travelling public and services in person. 


TABLE 1 


FEDERAL INSTITUTIONS WITH THE MOST COMPLAINTS 
UNDER PART IV OF THE OFFICIAL LANGUAGES ACT (2006-201 


NUMBER O 
FEDERAL INSTITUTION COMPLAINTS 


Air Canada 369 
Canada Post 204 
Canada Border Services Agency 156 
Canadian Heritage 120 
Canadian Air Transport Security Authority 116 
Service Canada 104 


Canada Revenue Agency 
Royal Canadian Mounted Police 
Correctional Service of Canada 


National Defence 


Other areas in which many Canadians filed Part IV 
complaints included telephone communications, 
Internet (Web sites), media communications, public 
events and third-party services. 


annual report 


MODULE 2.1 
LANGUAGE OF WORK: AN INDIVIDUAL RIGHT 


MODULE 2.2 
LANGUAGE TRAINING: THINKING OUTSIDE THE BOX 


MODULE 2.3 


LINGUISTIC DESIGNATION OF POSITIONS 


MODULE 2.4 
AIR CANADA AND LANGUAGE OF WORK 


MODULE 2.5 
PART V COMPLAINTS:.20062018; 2" Re, 42 


AS a federal employee, do | feel 
comfortable working in the official 
language of my choice? 


Even today, there are too many federal public service employees who cannot fully 
exercise their right to work in English or French in regions that are designated as 
bilingual for language-of-work purposes. 


This troubling situation is the result of a number of factors, including inadequate 
language requirements for public service positions. As a result, there are too many 
supervisors who do not have a high enough level of English or French to be able to 
communicate effectively in the official language of their employees’ choice. 


Another factor is the use of technology-based management approaches. This 
means that employees in regions designated as bilingual for language-of-work 
purposes, such as New Brunswick, must sometimes work under the remote 
supervision of managers in regions designated as unilingual for language-of-work 
purposes. These managers may therefore be less inclined to create a work 
environment that is truly bilingual. 


All too often, executives and middle managers in federal institutions are not setting 
the right tone for their staff. They are not sending a clear message that employees 
can use the official language of their choice in regions designated as bilingual for 
language-of-work purposes, even when preparing written material. 


Despite the changes in the federal public service as a result of budget cuts, it is 
still important for the Government of Canada and its federal institutions to create 
a workplace that is truly bilingual. This kind of environment will ultimately improve 
efficiency and foster creativity among all federal employees. 


Language of work: An individual right 


ISSUE 

In regions that are designated as bilingual for 
language-of-work purposes, there are still too 
many federal employees who are not able to 

work in the official language of their choice, 

even though this is a right guaranteed under 

Part V of the Official Languages Act, which deals 
with language of work. Many federal employees 
complain specifically about not being able to 
participate in meetings or prepare written material 
in the official language of their choice. Some also 
say that the emergence of virtual management 
nodels, where virtual teams include members in 
different parts of the country, is having a negative 
impact on employees’ being able to use their 
choice of English or French at work. 


+ 


COMMISSIONER’S ACTIONS 

In 2011, the Commissioner published a study 
called Beyond bilingual meetings: Leadership 
behaviours for managers, which showcased the 
behaviour of federal managers who have been 
successful in creating a workplace conducive to 
the use of both official languages. The study led 


to the creation of a tool to help managers assess 
whether their behaviour makes it easier or more 
difficult for their employees to work in the official 
anguage of their choice. 


This study is intended to be useful for federal 
institutions and their managers. In regions 
designated as bilingual for language-of-work 
purposes, it is the leadership of the managers that 
ultimately determines whether employees can 
exercise their right to use the official language 

of their choice at work. In fact, this right can 

only be exercised fully and comfortably if senior 
federal officials, middle managers and immediate 
supervisors take concrete action every day so that 
their employees can communicate in the official 
language of their choice. 


The Commissioner has observed that the growing 
use of virtual management models is resulting 

in some employees’ workplaces becoming less 
conducive to the use of both official languages. 
Creating virtual teams with employees and 
managers from regions with different language- 


1. Statistics Canada, Public Service Employee Survey, 2011, Questions 2, 3, 21, 25 and 33. 


On-line version (www23.statcan.gc.ca/imdb/p3instr.pl?Function=assemblelnstr&lang=en&ltem_ld=123117) accessed March 31, 2013. 


of-work designations raises major issues in terms 
of the language requirements for supervisory 
positions. To comply with the Act, the new 
management models will need to be implemented 
by managers who have the required skills and 
experience to create a workplace that is 

truly bilingual. 


= 


Given the importance of this emerging issue, the 
Commissioner plans to conduct an audit on the 
impact of new service management models on 
official languages. 


ASSESSMENT OF THE CURRENT SITUATION 
Between 2006 and 2013, the Treasury Board 

of Canada Secretariat released the results of 
three public service employee surveys conducted 
in 2005, 2008 and 2011. Federal employees’ 
answers to the following five survey questions on 
language of work! help the Commissioner assess 
institutions’ compliance with Part V of the Act. 
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1. Material and tools: The material and tools 4. Meetings: During meetings in my work unit, Tables 1 through 4 present the results for each of 
provided for my work, including software | feel free to use the official language of these questions for English- and French-speaking 
and other automated tools, are available in my choice. federal employees in regions that are designated 
the official language of my choice. 5. Supervision: When | communicate with my as bilingual for language-of-work purposes. 

2 Written Dee: Le | Beare se ee | on free to use the Table 1 shows that in the survey results from 
materials, fou de electronic mail, | eel ree official language of my choice. Quebec (except for the Quebec part of the National 
to use the official language of my choice. Until 2005, the survey included a sixth question Capital Region), the proportion of English- and 

3. Training: The training offered by my about federal employees’ access to language French-speaking employees who felt free to 
department or agency is available in the training in their second official language. It is use the official language of their choice when 
official language of my choice. important to include this statement again in preparing written materials dropped by 5% 

future surveys. between 2005 and 2011. 
TABLE 1 
SATISFACTION* OF FEDERAL EMPLOYEES WHO WORK IN QUEBECT IN REGIONS THAT ARE DESIGNATED AS BILINGUAL FOR LANGUAGE-OF-WORK PURPOSES 


| STATEMENT 1 STATEMENT 2 STATEMENT 3 STATEMENT 4 STATEMENT 5 
| MATERIAL AND TOOLS WRITTEN MATERIALS | TRAINING | MEETINGS SUPERVISION 


| | 
| English- | — French- | English- French- English- French- English- French- English- French- 


speaking | Speaking speaking speaking speaking speaking speaking speaking speaking | Speaking 


| employees employees employees | employees | employees | employees | employees | employees employees | employees 
| (%) 2) (%) (%) (%) (%) (%) (%) (%) (%) 


2008 83 01 70 78 67 88 68 90 81 97 


2011 85 90 13 77 68 89 73 91 84 97 


“Includes the proportion of employees who somewhat or strongly agree with each question 
' Excludes the Quebec part of the National Capital Region 


SECTION 2 As a federal employee, do | feel comfortable working in the official language of my choice’? 


However, the percentage of employees who said 
that training was offered in both official languages 
rose during the same period. 


It should be noted that far fewer Anglophones 
than Francophones in Quebec said that they 
were satisfied with being able to use the official 
language of their choice in training that was 
offered to them, during meetings they attended 
and during interactions they had with their 
SUpervisors. 


TABLE 2 


As shown in Table 2, French-speaking employees 
who work in Ontario (except for the Ontario part 
of the National Capital Region) said that they were 
more satisfied in 2011 than they were in 2005 
with training, meetings and supervision in the 
official language of their choice. 


This improvement is insufficient, however, given 
the fact that significantly fewer Francophones than 
Anglophones said that they were satisfied with the 
situation when it comes to these three questions. 


The gap between the two groups is greatest (28%) 
for employees who felt comfortable using the 
official language of their choice during meetings. 


Table 3 shows that in New Brunswick, the 
proportion of French-speaking employees who 
are satisfied with being able to use the official 
language of their choice increased slightly 
between 2005 and 2011 with respect to training, 
meetings and supervision. 


SATISFACTION* OF FEDERAL EMPLOYEES WHO WORK IN ONTARIO? IN REGIONS THAT ARE DESIGNATED AS BILINGUAL FOR LANGUAGE-OF-WORK PURPOSES 


STATEMENT 1 
MATERIAL AND TOOLS 


French- 

speaking 

employees employees 
(%) (%) 


English- 
speaking 


STATEMENT 2 
WRITTEN MATERIALS 


English- 
speaking 
employees 


| STATEMENT 3 
TRAINING 


French- English- French- 
speaking speaking Speaking 
employees | employees | employees 


(%) (%) (%) 


73 91 UE 


75 92 tt 


English- 
Speaking 
employees 

(%) () (%) (%) 


STATEMENT 4 
MEETINGS 


STATEMENT 5 
SUPERVISION 


English- French- 
speaking | speaking 
employees | employees 


French- 
speaking 
employees 


91 99 94 72 
92 64 94 76 


RARE 


“Includes the proportion of employees who somewhat ¢ 
Excludes the Ontario part of the National Capital Region 


r strongly agree with each question 


RSR 


TERRES 
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TABLE 3 
SATISFACTION® OF FEDERAL EMPLOYEES WHO WORK IN NEW BRUNSWICK, NICE IS DESIGNATED AS BILINGUAL FOR LANGUAGE-C 


| STATEMENT 1 | STATEMENT2 STATEMENT 3 STATEMENT 4 om 


| MATERIAL es TOOLS WRITTEN MATERIALS. TRAINING MEETINGS 


English- French- English- French- English- | French- English- French- English- French- 
| speaking speaking speaking speaking speaking | Speaking Speaking Speaking Speaking Speaking 
| employees employees employees | employees | employees | employees | employees | employees | employees | employees 
(%) | (%) (%) (%) (%) 2) (%) (%) (%) (%) 


“Includes the proportion of employees who somewhat or strongly agree with each question 


TABLE 4 
SATISFACTION* OF FEDERAL EMPLOYEES WHO WORK IN THE NATIONAL CAPITAL REGION,’ WHICH IS DESIGNATED 
AS BILINGUAL FOR LANGUAGE-OF-WORK PURPOSES 


STATEMENT 1 STATEMENT2 |. TEMENT3 a DE HA STATEMENT 5 
MATERIAL AND TOOLS WRITTEN MATERIALS | TRAIN à ut UPERVISION 


| i 
| English- |  French- English- | French- English- English- French- English- French- 
speaking | speaking speaking speaking | speaking speaking speaking speaking speaking speaking 


| employees | employees employees | employees | employees | employees | employees | employees | employees | employees 
(%) | (%) (%) (%) (%) (%) ' (%) (%) (%) (%) 


“Includes the proportion of apie Th somewhat or strongly agree with eac ~ question 
"Includes the Quebec and Ontario parts 


As a federal employee, do | feel comfortable working in the official language of my choice’? 


Table 4 shows that the greatest difference 
between the perceptions of English- and French- 
speaking employees is in the National Capital 
Region, which includes parts of both Quebec 

and Ontario. In particular, significantly fewer 
Francophones than Anglophones feel comfortable 
using the official language of their choice in writing 
or during meetings. 


In six years, the situation of French-speaking 
employees who work in the National Capital 
Region has slightly deteriorated or remained 
virtually the same, except when it comes to 
the use of French in training courses or in 
communications with supervisors. 


Overall, the issue of being able to write and to 
participate in meetings in either official language 
continues to be a sensitive one in all regions that 
are designated as bilingual for language-of-work 
purposes. There is still a lot of work to do to ensure 
that all federal employees are satisfied with the 
status of English and French in the workplace. 


NEXT STEPS 

In regions that are designated as bilingual for 
language-of-work purposes, employees’ right 
to work in the official language of their choice 
depends mainly on the leadership of their 
managers, and especially on the leadership of 
their senior executives. 


Managers at all levels are responsible for using 
both English and French so that their employees 
feel free to communicate with them in the official 
language of their choice. Managers need to 
demonstrate their leadership, show their respect 
and prove their willingness to create a bilingual 
work environment that encourages all federal 
employees to be productive and creative. 


Although the federal public service is going 
through major changes, budget cuts and 
subsequent massive job cuts do not justify 
ignoring Part V of the Act. In these difficult times 
when federal employees are feeling particularly 
vulnerable, it is important for senior executives 

in all institutions to lead by example and make it 
clear that employees who have the right to work in 
the official language of their choice can continue 
to feel free to exercise that right. 


More widespread use of technology and virtual 
management approaches must not infringe on 
federal employees’ right to work in their first official 
language. Supervisors must show leadership— 
regardless of whether they work in the same location 
as their employees, or whether they are in daily 
contact—so that both official languages are given 
equal status in the workplace. 


Federal institutions cannot strengthen the status of 
English and French in the workplace without closely 
monitoring the situation in their own offices. This 
means that the federal government should continue 
to conduct the public service employee survey and 
include the five questions about language of work. 
This survey is only one of many tools that can be 
used to measure employee satisfaction with language 
of work. Each institution should also implement 

its own internal monitoring mechanisms and take 
necessary action to address any shortcomings. 
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Language training: 
Thinking outside the box 


ISSUE 

In 2006, the Treasury Board decided to 
decentralize government involvement in language 
training for public service employees. This 
decision led to many changes. For example, with 
the gradual withdrawal of the Canada School of 
Public Service from the language training sector 
between 2006 and 2012, deputy heads of federal 
institutions are now responsible for managing 
language training within their own organizations. 
And training services that used to be offered by 
the Canada School of Public Service are now being 
provided by private companies. 


Because there is no central organization currently 
monitoring or assessing the impact of this 
decentralization, it is not known whether federal 
employees currently have sufficient access to 
high-quality language training. This issue is critical, 
because in order to create a workplace conducive 
to the use of both official languages, employees in 
certain key positions need to be fluently bilingual 
and to remain fluently bilingual. Creating this 

kind of environment also depends on employees’ 
getting the support they need to improve or 
maintain their language skills so that they can 
further their career in the public service. 


As a federal employee, do | feel comf 


ortable 


COMMISSIONER’S ACTIONS 

To address the lack of knowledge on language 
training for federal employees, the Commissioner 
recently conducted a study called Challenges: The 
new environment for language training in the federal 
public service. Published in September 2013, this 
study described the measures federal institutions 
have taken with regard to language training for 
their employees. It also identified the challenges 
institutions are facing with respect to language 
training management, assessed the effects of 
decentralizing language training responsibilities 
and defined effective practices. 


Forces’ Individual Training 
to help the institution mana 


ete narane nf | 
working in the official language of my cnc oice? 


ASSESSMENT OF THE CURRENT SITUATION 
The Commissioner’s study on language training 
showed that, in the National Capital Region, 
federal institutions can use Public Works and 
Government Services Canada’s standing offer 
system to find training service providers. If they 
wish, they can also use their own standing offers, 
sole-sourcing or competitive processes. 


Outside the National Capital Region, however, the 
Treasury Board’s 2006 decision resulted in a lot 

of lost ground in language training. For example, 
some projects were interrupted, and some 


sioner made 20 recommendations 
th the Official Lin tg 


es’ efforts i in Roue 
rk done by the Official 


institutions did not know how or where or whom 
to contact to obtain training services, because 

the Canada School of Public Service’s regional 
offices were no longer coordinating language 
training. Public Works and Government Services 
Canada and the Canada School of Public Service 
are currently working to develop a joint standing 
offer, which could help to rectify some of the 
shortcomings identified in the Commissioner's study. 


NEXT STEPS 

Having to deal with budget cuts does not in any 
way change the fact that federal institutions need 
to maintain their investment in language training 
for their employees and supervisors. Senior 
executives must show leadership to ensure that 
language training is given the priority it deserves 
within their institutions. 


Individual instruction and classroom courses are 
not the only ways for employees or supervisors to 
improve or maintain their second-language? skills. 
Federal institutions need to start getting creative 
and thinking outside the box when it comes to 
language training for employees. For example, 
some have achieved excellent results with 
mentoring programs. 


To help federal institutions adopt effective 
practices in language training, the Commissioner’s 
study presents both traditional and innovative 
approaches that they could use. This will help 
deputy ministers, managers and employees find 
information and practical tools on topics that are 
relevant to them, such as managing a training 
program, selecting a supplier, maintaining skills 
and assessing the results of an approach. 


2. In this report, the adjective “second-language” is used to mean “second-official-language.” 
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ISSUE TABLE 1 malt ne For a number of years, section 91 complaints were 
Some positions in the federal government are FEDERAL INSTITUTIONS WITH THE MOST being regularly filed against Human Resources and 


: cr COMPLAINTS UNDER SECTION 91 (PART XI) : 
designated bilingual and others are designated OF THE OFFICIAL LANGUAGES ACT (2006-2013) Skills Development Canada, and resolving them 


unilingual. Section 91 (Part XI) of the Official was often a long and difficult process. At the end 
Languages Act sets out the need for objectivity | NUMBER OF of the summer of 2012, 13 complaints that had 
when determining the language requirements of FEDERAL INSTITUTION COMPLAINTS been filed in 2011 and 2012 concerning 
positions. These requirements must be based on Correctional Service of Canada 95 23 staffing processes had still not been resolved. 
the duties to be carried out to serve members of ; 
the public in the language of their choice or to ee me i Goverment 25 The Commissioner conducted an investigation 
fulfil language-of-work obligations. oe ce ee into these staffing processes to determine to what 
Canada Border Services Agency 23 extent Human Resources and Skills Development 
COMMISSIONER’S ACTIONS National Defence 21 Canada had objectively determined the language 
Between 2006 and 2013, the Commissioner Human Resources and Skills 20 EPA Y RE Engin oo 
received 346 admissible complaints related to Development Canada ; ee SA in ue 
Peron ol or ihe Act — in all cases, the language requirements established 
Fisheries and Oceans Canada 19 by the Department for each position were inadequate 
Even though the volume of section 91 complaints Health Canada 18 and had not been objectively evaluated. The unilingual 
was generally low between 2006 and 2013, most Industry Canada 16 Positions should have been designated bilingual, 
of the institutions listed in Table 1 generated ea 15 and the BBB/BBB linguistic profile of the bilingual 
positions should have been CBC/CBC. 


complaints every year. 


— 


ansport Canada 15 


As a result of meetings in the fall of 2012 with the 
Office of the Commissioner, Human Resources and 
Skills Development Canada’s senior management 
agreed to develop a corrective plan for inadequate 
linguistic designations and profiles. It also agreed 
to establish directives for managers and introduce 
measures to improve compliance with section 91 
of the Act. 


The section 91 situation at Human Resources and 
Skills Development Canada is a good example 

of how, through the leadership of its senior 
management and the enthusiasm of its employees, 
a federal institution can solve a problem and take 
action to resolve a recurring issue. 


3. Federal government employees in bilingual positions must have language skills in reading comprehension, written expression and oral interaction in their second official language. There are 
three levels for each skill: A (beginner), B (intermediate) and C (advanced). 


SECTION 2 As a federal employee, do | feel comfortable working in the official language of my choice? 


This commitment came from the executive In the National Capital Region and in the ASSESSMENT OF THE CURRENT SITUATION 

level, and the Department then proceeded to Montréal area, the Commissioner observed a Only by objectively evaluating the language 

put its words into action. It developed new significant decrease between 2006-2007 and requirements of a position can a federal institution 

training programs, issued an information bulletin, 2011-2012 (from well over 50% to less than effectively fulfill its service-to-the-public 

conducted awareness campaigns for managers 50%) in the percentage of positions at the CBC/ obligations and create a truly bilingual work 

and implemented a monitoring process to double- CBC or CCC/CCC level, which correspond to his environment. Nonetheless, there are still too many 

check the language requirements for positions recommended linguistic profiles for supervisory institutions that do not take section 91 of the Act 

before they are posted. positions. This decline, which was accompanied sufficiently into account in their staffing actions. 
by a corresponding increase in the proportion of 

By March 31, 2013, most of the complaints had positions having a BBB/BBB profile or “various 

been resolved. Since Human Resources and 


language requirements,” is worrying.* 
Skills Development Canada has put its corrective 


measures in place, its performance in complying 


with section 91 of the Act has improved. VIA RAIL AND SECTION 91 


An important case arose in 2009 regarding the application of section 91 (Part XI) of the Official 


Between 2006-2007 and 2011-2012, for a Languages Act, which concerns the language requirements of positions. The Commissioner 
all institutions, the vast majority of section 91 . of Official Languages intervened before the Federal Court as part of a remedy initiated 
complaints (81%) have related to cases in which | by complainants against their employer, VIA Rail Canada Inc.® The Federal Court had to 

he linguistic profile of a position was believed to Be determine whether VIA Rail had respected section 91 when it imposed language requirements 
be too low. Since 2009, an increasing number on certain positions assigned to certain train routes, even though the Official Languages 

of cases have involved positions at the BBB/BBB (Communications with and Services to the Public) Regulations do not require the delivery of 
evel that should be raised to the CBC/CBC level. services in English and in French to the public on this route. 

n most of the cases, the Commissioner concluded 

n favour of the complainant, since he believes c The Court ruling found that “neither the Regulations nor Burolis® can supersede or restrain the 
hat the level-of-language purposes skills required ie OLA [Official Languages Acf| or the Charter [Canadian Charter of Rights and Freedoms], but 

to supervise employees in regions designated as cs must always be interpreted and applied in a manner consistent with the general objectives 
dilingual for language-of-work purposes should be de of the preamble of the OLA and a recognition of the fundamental values of the Charter and 

at least CBC/CBC. ne Canadian policy in the matter of bilingualism.” In other words, the Court found that “the 


Regulations only set minimum standards with respect to the provision of bilingual services”® 
and that nothing prevents federal institutions from going beyond the obligations set out in 
the Regulations. 


£ 


The Commissioner examined a sample of job postings that would be expected to have a linguistic profile of CBC/CBC, given the group and level of the position 
Temple v VIA Rail Canada Inc., 2009 FC 858, [2010] 4 F.C.R. 80. 


). Burolis is the federal government's database that contains a list of all offices subject to the Official Languages (Communications with and Services to the Public) Regulations 
Temple v VIA Rail Canada Inc., 2009 FC 858, [2010] 4 F.C.R. 80, at para. 100 
Temple v VIA Rail Canada Inc., 2009 FC 858, [2010] 4 F.C.R. 80, at para. 106 
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To help federal institutions be objective and 
consistent when establishing the linguistic 
profiles of bilingual positions, the Treasury Board 
of Canada Secretariat developed a tool called 
Determining the linguistic profile of bilingual 
positions: The ABCS of linguistic profiles at your 
fingertips. The Commissioner believes the tool to 
be useful. However, using the tool does not relieve 
managers of their responsibility to be objective 

in determining the language requirements of a 
particular position. In order for the tool to produce 
an accurate linguistic profile, the information 
entered into it must be consistent with the 
information in the position’s work description and 
Classification rationale. 


NEXT STEPS 

Too many federal institutions are establishing the 
linguistic profile of supervisory positions at the 
BBB/BBB level. The Commissioner feels that this 
level is not sufficient for supervisors to be able to 
create a bilingual work environment, since they 
cannot use both official languages to provide 
effective feedback to their staff, to thoroughly 
assess their employees’ performance or to 

deal with sensitive issues tactfully. 


Unfortunately, the President of the Treasury 
Board failed to act on the Commissioner’s 
recommendation to establish, by November 30, 
2012, “CBC/CBC as the minimum level of 
language skills required to supervise employees 
in regions designated as bilingual for 
language-of-work purposes. ”° 


The Commissioner continues to reiterate that 
implementing this recommendation in federal 
institutions is an essential condition for creating 
a truly bilingual work environment. 


9. Office of the Commissioner of Official Languages, Annual report 2010-2011: Leadership, action, results, Ottawa, 2011, p. 49. 
On-line version (www.officiallanguages.gc.ca/html/ar_ra_2010_11_p9_e.php) accessed March 31, 2013. 


SECTION 2 As a federal employee, do | feel comfortable working in the official language of my choice? 


| Ait Canada and language of work 


ISSUE 

Under the Air Canada Public Participation Act, 

Air Canada is required to comply with all parts of 
the Official Languages Act. Therefore, Part V of the 
Official Languages Act, which concerns language 
of work, grants important language rights to 

Air Canada employees. Unfortunately, the national 
air carrier continues to struggle to meet its 
language-of-work obligations. 


COMMISSIONER’S ACTIONS 

Between 2006 and 2013, 482 complaints were 
filed with the Commissioner about actions taken 
by Air Canada with regard to language of work. 


For example, in 2008, a number of Air Canada 
employees in the Montréal area filed a complaint 
about the new bilingual format of the annual 
recurrent training course. In December 2007, 
they had learned that their employer would no 
longer offer separate English and French versions 
of this important course, which had previously 
been provided in the official language of each 
participant’s choice. 


After his investigation, the Commissioner 
concluded that Air Canada had infringed the 
rights of the complainants by offering a so-called 
bilingual version of the training course that 
ended up being given primarily in English. The 
Commissioner recommended that Air Canada 
modify the course format to allow employees to 
take the full course in the official language of 
their choice. 


In January 2010, an Air Canada employee who 
works in flight crew scheduling filed a complaint 
about the workplace environment not being 
conducive to the use of French. The Commissioner 
found that the language rights of French-speaking 
employees who worked in scheduling had indeed 
been infringed. For example, employees did not 
feel comfortable speaking French in meetings, 

and the computer system used by Air Canada for 
scheduling purposes had an interface that was 
only in English. The Commissioner made five 
recommendations—regarding supervision, training 
and work tools—to correct the situation. 


In February 2011, the Commissioner received 
437 complaints from employees working in 

Air Canada’s Montreal maintenance division. The 
complainants, a number of whom were on loan to 
Aveos, a private company doing maintenance for 
Air Canada under a service agreement, stated that 
the air carrier had not respected their right to be 
trained and supervised in French, or to use French 
work tools. 


The Commissioner determined that Part V of 

the Act applied to the situation described by 

the complainants, regardless of whether the 
employees had been working for the Air Canada 
maintenance division or had been on loan to Aveos 
at the time. As the Commissioner had established 
in a 2010 investigation, the employees on loan to 
Aveos were still Air Canada employees and still 
had language-of-work rights. All of the complaints 
were therefore found to be admissible, and an 
investigation was conducted. 
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During the course of the investigation, Air Canada 
asked the Commissioner to handle the complaints 
from the Air Canada employees on loan to Aveos 
separately, because it said that it had no power 

or control over Aveos’s internal operations or 
policies. The Commissioner concluded, however, 
that Air Canada was ultimately responsible for 
ensuring that the language rights of all of its 
employees were respected, including the rights 

of employees on loan to a third party. He made 

10 recommendations to help the air carrier correct 
its shortcomings, including making sure that 
employees’ language rights are respected when 
providing both traditional and on-line training, 

as well as establishing a mechanism to ensure 
that official languages are systematically taken 
into consideration when acquiring new work 
instruments. 


ASSESSMENT OF THE CURRENT SITUATION 
Air Canada is still lagging when it comes 

to creating an environment that enables its 
employees to work in the official language of 
their choice. Although the Commissioner has 
made recommendations in both his 2008-2009 
and 2009-2010 annual reports, the federal 
government has still not taken measures to ensure 
that employees of Jazz and Air Canada’s other 
third-party contractors have language-of-work 
rights. 


NEXT STEPS 

For reasons similar to Air Canada’s problems 

in fully complying with Part IV of the Act 
(communications with and services to the 
public),'° Parliament urgently needs to clarify the 
language-of-work obligations of Air Canada’s 
various third-party contractors, including Jazz. 

It is time to fill the legal void that has persisted 
for years and that has resulted in the erosion of 
employees’ language-of-work rights within these 
organizations. 


10. For more information on Air Canada’s compliance with Part IV of the Official Languages Act, please see module 1.5, page 14. 


SECTION 2 As a federal employee, do | feel comfortable working in the official language of my choice? 


Part V complaints: 2006-2013 


Between 2006 and 2013, the Commissioner 
received 1072 complaints under Part V (language 
of work) of the Official Languages Act. This 
represents 20% of all admissible complaints filed 
with the Commissioner during the past seven years. 


The number of Part V complaints has generally 
decreased since 2006, with one notable exception 
in 2010-2011. That year, Part V complaints 
reached a major peak (512). The majority of these 
(437) were filed against Air Canada in Montréal. 
The 512 complaints received in 2010-2011 
account for half (48%) of all Part V complaints filed 
with the Commissioner from 2006 to 2013. 


Even without the 437 complaints in 2010-2011, 
Air Canada would still be third on the list of 
nstitutions with the most Part V complaints filed 
against them over the past seven years. 


ational Defence (85), Public Works and 
Government Services Canada (62), Canada Post 
41) and Service Canada (34) also generated a 
considerable number of complaints under 

Part V. However, the number of complaints against 
Canada Post and Service Canada have declined 
since 2007-2008. 


The use of English and French in internal 
communications and in training or professional 
development activities accounted for most of 

he Part V complaints between 2006 and 2013. 
However, the number of complaints made in each 
of these categories has declined by approximately 
70% since 2007-2008. 


os 


In 2010-2011, 437 Part V complaints were 
filed against Air Canada about issues such as 
supervision, training and work tools. 


The number of complaints about employees being 
able to use the official language of their choice in 
written communications has been on the rise in 
recent years—in fact, it has more than tripled over 
the past two years. 


The overall number of complaints filed under 
Part V of the Act is low relative to the other parts 
of the Act, but this can be explained by the fact 
that federal employees, like all workers, are often 
reluctant to file a complaint about their working 
conditions, their colleagues or their Supervisors. 
However, the relatively low number of Part V 
complaints should not obscure the fact that there 
are widespread language-of-work problems 
within some federal institutions, as indicated by 
numerous studies and report cards produced by 
the Office of the Commissioner. 


TABLE 1 

FEDERAL INSTITUTIONS WITH THE MOS] 
COMPLAINTS UNDER PART V OF THE OFFICIAL 
LANGUAGES ACT (2006-2013) 


NUMBER OF 
FEDERAL INSTITUTION | COMPLAINTS 
Air Canada 482 
National Defence 85 
Public Works and 62 
Government Services Canada 
Canada Post ai 
Service Canada 34 
Health Canada 31 
Correctional Service of Canada 27 
Canada Border Services Agency 24 
Royal Canadian Mounted Police 24 
Human Resources and Skills 53 


Development Canada 
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MODULE 3.1 

FRENCH-SPEAKING MINORITY COMMUNITIES AND 
IMMIGRATION: FUTURE AT STAKE 

MODULE 3.2 

THE ROADMAP: A CRITICAL TOOL 


MODULE 3.3 
VITALITY STUDIES FOR OFFICIAL LANGUAGE COMMUNITIES 


MODULE 3.4 
RECOGNIZING QUEBEC'S ENGLISH-SPEAKING COMMUNITIES.....51 


MODULE 3.5 
BUDGET CUT CASUALTIES 


MODULE 3.6 


CBC/RADIO-CANADA'S LANGUAGE OBLIGATIONS 


MODULE 3.7 
ELIMINATION OF THE MANDATORY LONG-FORM CENSUS 
QUESTIONNAIRE: A DISAPPOINTING STEP BACKWARDS 


MODULE 3.8 
ACCESS TO JUSTICE IN BOTH OFFICIAL LANGUAGES 


MODULE 3.9 
PART VII COMPLAINTS: 2006-2013 


IS my official language community 
growing and thriving? 


The federal government supports 


official language communities through various 


initiatives, including the Roadmap for Canada’s Official Languages 2013-2018: 
Education, Immigration, Communities, and through positive measures taken by 


federal institutions. These initiativ 


es have enabled a number of English-speaking 


and French-speaking communities to gain momentum over the years, giving them 


reason to be optimistic about the 


Experience shows, however, that 
lose. For example, CBC/Radio-Ca 


future. 


this momentum is fragile and relatively easy to 


nada’s cuts to French-language radio station 


CBEF Windsor have clearly affected both the culture and identity of southwestern 


Ontario’s French-speaking comm 


unity. In addition, the elimination of the mandatory 


long-form census questionnaire will make it more difficult for federal institutions to 


get a complete picture of how off 


in turn, will make it harder for inst 


communities’ actual needs. 


cial language communities are progressing. This, 
itutions to take measures that are tailored to the 


It is important for the Government of Canada and its federal institutions to measure 
the impact on official language communities before making any decisions. Anything 
that violates the letter or the spirit of the Official Languages Act can have profound 


CONSEQUENCES. 


As the federal government and its institutions make major cuts to address a difficult 
financial situation, they must bear in mind that it often takes a long time and many 


positive measures for official lang 
these kinds of cuts. 


uage communities to recover from the effects of 


French-speaking minority communities 


| and immigration: Future at stake 


ISSUE 

Immigration is the way of the future when it 
comes to ensuring the vitality of French-speaking 
communities outside of Quebec, especially at a 
time when the numbers in some communities 
are dwindling due to an aging population and 
an exodus of their youth. However, attracting 
newcomers is only the first of many challenges 
that these communities must overcome. Others 
include helping newcomers to integrate and 
participate in local community life. 


Advances in this area have been made possible 
by a number of government measures and 
partnerships. For example, the Citizenship and 
Immigration Canada — Francophone Minority 
Communities Steering Committee has published 
a strategic framework and strategic plan to foster 
immigration to French-speaking communities. 


COMMISSIONER’S ACTIONS 

During the past seven years, the Commissioner has 
taken a great interest in the role that immigration 
plays in increasing the size and strengthening the 
identity of official language communities. The studies 
that he published in 2007 and 2010 on vitality 
indicators for Francophone minority communities 
showed that immigration continues to be a priority. 


Over the years, the Commissioner has met 

with many newcomers to Canada, as well as 
representatives of institutions and organizations 
that are active in the immigration sector. Each 
time, he has emphasized that the success 

of immigration projects in official language 
communities depends on leadership, partnerships 
and attention to each community’s particular 
situation. He has also reiterated that these 
communities require sufficient resources to 
welcome newcomers and help them integrate into 
the community, and that the federal government's 
Support in this area is crucial. 


The issue of immigration to French-speaking 
communities outside of Quebec is so important 
that the Commissioner has made it one of his 
Strategic priorities for the next three years. 


ASSESSMENT OF THE CURRENT SITUATION 
In the past year, the federal government has made 
some decisions that are a cause for concern 

for the Commissioner, such as Citizenship and 
Immigration Canada’s decision to close regional 
offices and reduce the budget of the Destination 
Canada — Job Fair program. These decisions may 


make it more difficult for French-speaking communities 
to leverage immigration. The Commissioner is 
currently investigating the decision to reduce the 
budget of the Destination Canada program. 


The Government of Canada is also proposing an 
immigration policy that focuses more on economic 
development. In adopting this approach, the 
federal government must ensure, however, that 

its immigration policy takes the specific needs of 
French-speaking communities into account. 


On March 28, 2013, the government released 

its Roadmap for Canada’s Official Languages 
2013-2018: Education, Immigration, Communities. 
The most significant increase in funding in the 
2013-2018 Roadmap is earmarked for immigration. 
While maintaining the funds for Francophone 
immigration to French-speaking minority 
communities, the federal government announced 
that this roadmap contained a $120 million initiative 
for language training programs for economic 
immigrants. Although proficiency in the second 
official language is often considered to be one of 
the key elements in integrating newcomers into the 
labour market, the 2013-2018 Roadmap does not 
specify how and to what degree official language 
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communities will benefit from this new investment. 


Nor does it explain how the initiative will support 
Francophone minority communities in meeting 
their targets for attracting and retaining French- 
Speaking newcomers. 


NEXT STEPS 

The Strategic Plan to Foster Immigration to 
Francophone Minority Communities, developed 

by Citizenship and Immigration Canada and its 
government and community partners, expired 

at the end of March 2013. The 2013-2018 
Roadmap does not specify the government's 
intentions regarding this plan, but the 
Commissioner expects that, with the renewal of 
the plan or other similar initiatives, the Department 
and its partners will continue to support the efforts 
and objectives of French-speaking communities 
outside of Quebec to attract and integrate 
newcomers. This will contribute to the vitality and 
development of these communities. 


ANGLOPHONE IMMIGRATION 


An important issue for organizations representing English-speaking Quebecers is the renewal of English- 
speaking minority communities and institutions. Citizenship and Immigration Canada has recently funded 
studies on the ability of Quebec’s English-speaking Communities to attract immigrants. The Roadmap for 


Canada's Official Languages 2013-2018: Education, Immigration, Communities does not include any 
initiatives to promote Anglophone community renewal. However, the Department should examine how it 
could help Quebec’s Anglophone communities access the resources they need to help English-speaking 
newcomers integrate into Quebec society. 


SECTION 3 Is my official language community growing and thriving? 


The Roadmap: A critical tool 


ISSUE 

Over the past five years, the $1.1 billion Roadmap 
for Canada’s Linguistic Duality 2008-2013: Acting 
for the Future has been the federal government's 
primary tool in supporting official languages. As the 
successor to the Action Plan for Official Languages 
2003-2008, the 2008-2013 Roadmap resulted 

in significant progress in a variety of areas, such 

as health care, justice, the economic development 
of official language communities, immigration in 
French-speaking minority communities and the 
promotion of linguistic duality. 


March 31, 2013, marked the end of the 
2008-2013 Roadmap. 


COMMISSIONER’S ACTIONS 

Not long after his appointment in 2006, the 
Commissioner addressed the federal Action 

Plan for Official Languages 2003-2008. In his 
2006-2007 annual report, he recommended that 
the government follow up on the 2003-2008 
Action Plan and expand its scope to include arts 
and culture, youth initiatives and new measures 
for promoting linguistic duality. The 2008-2013 
Roadmap was in line with this recommendation. 


The Commissioner also closely monitored the 
implementation of the 2008-2013 Roadmap. As 
he mentioned in his annual reports and during 
appearances before parliamentary committees, 
there were issues with the initial implementation 
of the 2008-2013 Roadmap. In particular, the 
funding promised by the federal government 

was slow to materialize in some sectors, which 
negatively affected the start of important projects. 
These difficulties led the Commissioner to 
recommend, in his 2008-2009 annual report, 
that the Minister of Canadian Heritage and 
Official Languages implement the commitments 
announced in the 2008-2013 Roadmap as soon 
as possible. 


Unfortunately, many federal institutions acted 

as though the 2008-2013 Roadmap was the 
government's sole initiative in response to all 
official languages issues in Canada. However, this 
horizontal initiative only targeted 15 institutions, 
while the obligations under the Official Languages 
Act apply to all of them. The Commissioner has 
repeatedly called on all federal institutions to take 
positive measures to enhance the vitality of official 
language communities and promote linguistic 
duality. 


In 2012-2013, in response to complaints, the 
Commissioner conducted an investigation to 
determine whether the federal government, more 
specifically Canadian Heritage, took appropriate 
measures in accordance with section 43 of the 
Act to hold public consultations on the future of 
the 2008-2013 Roadmap. The investigation also 
aimed to evaluate whether the work carried out by 
the House of Commons Standing Committee on 
Official Languages—specifically, its study on the 
Evaluation of the Roadmap: Improving Programs 
and Service Delivery—could take the place of 
public consultations. 


The investigation revealed that the Committee’s 
study did not include an objective equivalent to 
obtaining information through public consultations, 
nor was the Committee's study mandated by the 
federal government. Canadian Heritage could 
therefore not consider this study to be a public 
consultation under section 43 of the Act. 


During his appearance before the House of 
Commons Standing Committee on Official 
Languages, the Commissioner encouraged the 
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federal government to implement a 
new five-year plan to support official 
languages, in order to “protect 

our assets and initiatives that are 
already underway in the 2008-2013 
Roadmap.”! 


In early 2013, the Commissioner 
wrote to the Minister of Canadian 
Heritage and Official Languages 

to inform him of his expectations 
regarding this issue. He emphasized 
how important it was for the federal 
government to renew all sectors of 
development and to demonstrate 
leadership and a clear commitment. He also 
Stressed the importance of avoiding delays in 
implementing the next plan, so as not to create 
a negative impact on the development of official 
language communities and the promotion of 
linguistic duality. 


ASSESSMENT OF THE CURRENT SITUATION 
On March 28, 2013, the federal government 
released its Roadmap for Canada’s Official 
Languages 2013-2018: Education, Immigration, 
Communities. The 2013-2018 Roadmap includes 


a total investment of $1.124 billion over five years, 


which represents about 1.3% increase from the 
previous roadmap. It is important to note, however, 
that this net increase is not indexed. 


- Graham Fraser, Commissioner of Official Languages 


In these times of fiscal restraint, it is encouraging 
that most of the initiatives have retained similar 
funding envelopes. However, even though the 

key sectors of health, immigration and economic 
development are included in the 2013-2018 
Roadmap, it is unfortunate that some initiatives 
have been eliminated, such as the Canada School 
of Public Service’s project to increase Canadian 
universities’ access to official languages learning 
tools, and Public Works and Government Services 
Canada’s language industry initiatives. 


There are still some issues and questions 
regarding immigration, education and the 
vertical and horizontal coordination role played 
by Canadian Heritage and the Treasury Board of 
Canada Secretariat. 


“The social objectives that form the base of the [2008-2013] Roadmap call for 
long-term investments. Like the communities, | think the government needs to 
take steps that will strongly entrench linguistic duality as a Canadian value, For 
example, It should place more emphasis on ways of giving citizens opportunities to 
improve their second language skills, like exchange programs and language training 
programs in both languages for newcomers and their children.” 


The most significant increase in funding in 

the 2013-2018 Roadmap is earmarked for 
immigration. The federal government announced 
that this roadmap contained a $120 million 
initiative for language training programs for 
economic immigrants. However, the 2013-2018 
Roadmap does not specify how and to what 
degree official language communities will benefit 
from this new investment. 


1. Commissioner of Official Languages, Evaluation of the Roadmap for Canada’s Linguistic Duality 2008-201 3: Acting for the Future, Notes for an appearance before the House of Commons 
Standing Committee on Official Languages, Ottawa, March 15, 2012. On-line version (www.officiallanguages.gc.ca/html/speech_discours_15032012_e.php) accessed March 31, 2013. 


2. Commissioner of Official Languages, Evaluation of the Roadmap for Canada’s Linguistic Duality 2008-2013. 
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The Commissioner is disappointed with the 

$35 million reduction in funds for education 

in official language communities and second- 
language instruction. How will provincial and 
territorial partners improve the quality of education 
for official language communities and second- 
language learning if they have fewer resources? 
The reduction is even more disappointing given 
that the Commissioner has repeatedly emphasized 
the importance of increasing second-language 
learning opportunities for young Canadians by 
increasing the number of language exchanges 

and post-secondary programs. It has been a long 
time since linguistic duality has inspired a sense of 
national pride as it did during Expo ‘67. This is why 
we need to spark people’s interest and create new 
learning opportunities. 


The Commissioner is very concerned about the 
fact that the 2013-2018 Roadmap no longer 
includes any funding for the coordination functions 
performed by the Treasury Board of Canada 
Secretariat (Parts IV, V and VI of the Act) and 
Canadian Heritage (Part VIl of the Act). These two 
institutions have a role to play in coordinating 
federal institutions’ official languages activities. 
Eliminating this funding from the 2013-2018 
Roadmap sends the message that the work is 
not important or that it must be done without 
resources. Consequently, the entire structure 
supporting federal institutions’ official languages 
activities has been compromised. 


NEXT STEPS 

The various initiatives announced in the 
2013-2018 Roadmap will be implemented 
starting in the 2014-2015 fiscal year. Apart from 
the initial announcement, the government did not 
specify all the terms of implementation or possible 
adjustments. Hopefully the federal government will 
listen to Canadians regarding the importance of 
official languages and future priorities. The federal 
government must ensure that its institutions 

fully consider the diverse realities of English- 
speaking communities in Quebec and French- 
speaking communities in the rest of Canada when 
implementing the 2013-2018 Roadmap. 


The Commissioner will be monitoring the 
implementation of the Act and the federal 
government's leadership role. Federal 
administrative infrastructure for official languages 
is a critical element, if not the critical element, in 
achieving this. 
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ISSUE 

Under Part VI! of the Official Languages Act, 
regarding the advancement of English and 

French, federal institutions are required to take 
positive measures to enhance the vitality of official 
language communities. However, many federal 
institutions are still struggling with the concept of 
vitality. Once they understand this concept, they 
will be able to support the development of these 
communities effectively. 


COMMISSIONER’S ACTIONS 

In 2006, the Commissioner’s predecessor 
published a study describing the current state 
of research on the vitality of official language 
communities. 


In 2006 and 2007, the Commissioner continued 
in this vein by examining vitality indicators for 
official language communities. The Office of the 
Commissioner conducted a multi-year action- 
research project to help these communities 
better identify factors influencing their vitality and 


LR a) Bk 


Vitality studies for official 
language communities 


evaluate that vitality using tools adapted to their 
reality. This research also sought to support the 
communities’ efforts to raise federal institutions’ 
awareness of the challenges they face. 


The Commissioner published three studies on 
vitality between 2007 and 2010. These studies, 
conducted in various regions of Canada, involved 
French-speaking communities in British Columbia, 
Alberta, Saskatchewan, Manitoba, Ontario 

and Nova Scotia, as well as English-speaking 
communities in Quebec. The research prompted 
the Commissioner to speak to with the media and 
different levels of government. 


ASSESSMENT OF THE CURRENT SITUATION 
The vitality studies made it possible to mobilize 
and coordinate various partners and official 
language communities around shared issues 
and priorities. In Sudbury, Ontario, for example, 
the Commissioner’s initiative resulted in the 
organization of the first États généraux de la 
francophonie du Grand Sudbury and the creation 
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of sector committees. In Calgary, Alberta, the 
Studies led to discussions on issues that were 
specific to the region. In Saskatchewan, they 
helped the province’s French-speaking community 
launch a regional project promoting its history, 
customs and products. 


The Commissioner's studies showed that the 
vitality of an official language community does not 
depend solely on its size, but rather on a number 
of factors that vary from one region to the next. 


It has been three years since the last of the 
Studies was published, and the Commissioner 
has noted that the government is still not doing 
enough to support the vitality of official language 
communities. Many federal institutions are still 
trying to figure out their role in implementing 
Part VII of the Act. 


NEXT STEPS 

To strengthen the vitality of official language 
communities, federal institutions need to be more 
involved with the communities. Communities 
need to be supported in developing their capacity 
for evaluation and research. It is therefore 
important for federal institutions and community 
organizations to coordinate with each other and 
work together. The federal government must also 
continue to support research on the development 
of official language communities and help to 
gather and share new information on vitality. 


EX COMMUNITY FORUM 


In February 2010, the Commissioner of Official Languages attended the 
EX Community Forum organized by the Nova Scotia Federal Council for 
federal public service managers at the EX (executive) level. He spoke to the 


50 managers in attendance about linguistic duality and its importance as 
both a Canadian value and a federal public service value. The Commissioner 
emphasized how crucial it is for managers to be effective leaders when it 
comes to official languages. He also reiterated that federal institutions need 
to support the development of official language minority communities. 


annual report 


Recognizing Quebec’s 


ISSUE 

Scattered throughout the province, Quebec’s 
English-speaking communities are a unique 
linguistic and cultural asset, and have contributed 
greatly to shaping modern Quebec. Increasingly 
bilingual, these communities deserve to be seen 
in a positive light and to be recognized by the 
government and people of Quebec. However, any 
gains made by the English-speaking communities 
are too often seen as losses for the French 
language. 


COMMISSIONER’S ACTIONS 

Between 2006 and 2013, the Commissioner was 
able to strengthen ties with representatives of 
English-speaking community organizations as well 
as with the Quebec government and media. 


Over the past few years, the Commissioner 

has suggested that the Government of Quebec 
appoint a minister responsible for Anglophone 
communities, the equivalent of the minister of 
Francophone affairs in most Canadian provinces. 
In the fall of 2012, Premier Pauline Marois 
assigned responsibility for dialogue with Quebec's 
English-speaking communities to Jean-François 
Lisée, Minister of International Relations, La 
Francophonie and External Trade, and Minister 
responsible for the Montréal region. 


SECTION 3 Is my official language communit 


English-speaking communities 


In February 2013, the Commissioner met with 
Minister Lisée and Diane De Courcy, Minister 

of Immigration and Cultural Communities and 
Minister responsible for the Charter of the French 
Language, to discuss the unique situation of 
English-speaking communities and the potential 
impact on these communities of Bill 14, An Act to 
amend the Charter of the French Language, the 
Charter of Human Rights and Freedoms and other 
legislative provisions. 


The Commissioner has shared his expertise on 
many different occasions in Quebec. For instance, 
he has been involved in various university 
symposiums and events, and in 2012, he 
organized a forum in Montréal on cultural diversity 
and linguistic duality. In addition, he worked with 
the organizing committees for Québec City’s 
400th anniversary celebrations in 2008 and for 
the 2013 Canada Games in Sherbrooke. 


The Commissioner has been involved in a 
number of issues related to the development 
of Quebec’s English-speaking communities 
and the strengthening of their ties with the 
French-speaking majority. Among other things, 
he conducted a study on community vitality 
and investigated the 194 complaints received 


between 2006 and 2013 concerning the federal 
government's respect for the language rights of 
English-speaking Quebecers. 


Many of the Commissioner's actions aimed to 
foster a better understanding of the linguistic 
realities in modern Quebec. He met with 
Quebecers of all backgrounds from all regions 
of the province. He emphasized the fact that 
English-speaking communities are an integral 

part of Quebec and encouraged the province's 

government to recognize them as such. He also 
encouraged federal institutions to work with 
Quebec’s English-speaking communities, because 
they represent the other official language minority 
community in Canada. 


Since its creation in 2009, the Commissioner's 
annual Award of Excellence — Promotion 

of Linguistic Duality has been presented to 

two Quebecers, Linda Leith, founder of the 

Blue Metropolis Foundation, and veteran journalist 
and broadcaster Bernard St-Laurent, in recognition of 
their work to build bridges between the two cultures. 


e Commissioner regularly 
articipates in the public conversation 
1 the relationship between English- 
d French-speaking Quebecers. 
In a number of interviews in 2012, 
for example, he reiterated quite 
nphatically that Quebec’s new 
government was wrong to describe 


THE RIGHT TO ENGLISH-LANGUAGE EDUCATION IN QUEBEC 


In 2009, the Commissioner of Official Languages intervened before the Supreme Court of Canada in Nguye: 
v Quebec (Education, Recreation and Sports), which involved the constitutionality of the limits imposed by 
section 73 of Quebec’s Charter of the French Language regarding eligibility for education in the minority 
language in Quebec. The Commissioner intervened to ensure that the eligibility criteria adopted by the 


provinces are consistent with the purpose and remedial nature of section 23 of the Canadian Charter of 
Rights and Freedoms. This would mean that the children whose rights are meant to be protected under the 


English as a “foreign language.”° eae he ae i 
Canadian Charter will actually be admitted to minority-language schools. This issue is critically important fo 
p the Commissioner. The preservation and development of Canada’s official language minority communities 
ASSESSMENT OF THE à + 
CURRENT SITUATION are at the heart of section 23 of the Canadian Charter. In a unanimous decision, the Supreme Court 


concluded that section 23 of the Canadian Charter must be interpreted in light of its constitutional objective. 


Since its election, the Parti Québécois 
Government has been increasingly 
vocal in its concern about the threat to the French 


employees need to understand 


THE 2008-2013 ROADMAP AND 


language in Quebec. This vulnerability is real. In the that, while the English language 
areas of research, international trade and major is not threatened in Quebec, ENGLISH-SPEAKING COMMUNITIES 
events, the dominance of English often leaves little English-speaking communities 


The Commissioner of Official Languages has previously 


e. Much also remains to be 5 
spoken about the special challenge that the Roadmap for 


room for French. However, as the Commissioner 


regularly points out, there is a 


undamental 


difference between the increasingly do 
hat English is playing on the internatio 


minant role 
nal stage 


and English as the language spoken by Quebec's 
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Linguistic Duality in Canada 2008-2013: Acting for the 
Future poses for the English-speaking communities of 

Quebec. “In some cases, Roadmap initiatives have been 
launched in response to the specific realities of French- 


English community. society. As the Commissioner : bay ES 
has often repeated, it is up to speaking minority communities. The government and 
NEXT STEPS the federal government and the departments then tried as best they could to adapt 


There is still a lot of work to be done to improve 


relations between Quebec’s English-s 


peaking 


communities and the provincial government and 
its public service. Elected officials and federal 


its institutio 


ns to make offi 


Cial 


languages a priority and show 


leadership | 


n this regard. 


these initiatives to the needs of Anglophone communities, 
something with which they do not necessarily have much 
experience. It is important that, right from the outset, 
initiatives reflect the specific realities of a community and 
meet real needs. There must then be a sustained dialogue 
as the initiative is implemented and, if necessary, tailored to 
their circumstances.”* 


3. Refers to Quebec Education Minister Marie Malavoy's comment in October 2012 that her party was very critical towards the idea of introducing a foreign language while children are 
beginning to master concepts, grammar, syntax and vocabulary in their mother tongue 


4. Commissioner of Official Languages, Evaluation of the Roadmap for Canada’s Linguistic Duality 2008-2013 
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ISSUE 

Between 2006 and 2013, the Canadian government 
conducted two major expenditure reviews that 
prompted federal institutions to change or eliminate 
some of their activities and programs. A number of 
these decisions have had—or could still have—a 
negative cumulative impact on the vitality of official 
language communities. 


COMMISSIONER’S ACTIONS 

The federal government’s 2006 expenditure review 
led to budget cuts and changes that affected 

a variety of federal programs and offices. The 

Court Challenges Program of Canada, which 
provided financial assistance to applicants for 
important court cases that advanced language 

and equality rights guaranteed under the Canadian 
Constitution, was eliminated. Cuts were also made 
to programs whose impact on official languages 
was not immediately evident, but gradually became 
apparent. These programs included the Policy 
Research Fund for research on women’s issues; 
the Canada Volunteerism Initiative; the Adult 
Learning, Literacy and Essential Skills Program; 
youth employment programs; the Public Diplomacy 
Program; the Museums Assistance Program; 
Canadian foreign missions; and the Canadian Policy 
Research Networks. 


TE ELLE 


Budget cut casualties 


The Commissioner received 118 complaints from 

Canadians and organizations concerned about the 
impact of these decisions on the vitality of official 

language communities. 


After closely examining the nine government 
expenditure review decisions related to the 
complaints, the Commissioner determined that 
the complaints were founded. In his investigation 
report, the Commissioner concluded that, although 
the impact of these decisions on official language 
communities varied, the needs and interests 

of these communities had not been given due 
consideration in the decision-making process. 


The Commissioner recommended that a series 

of corrective measures be adopted. He began by 
recommending that Canadian Heritage and the 
Treasury Board of Canada Secretariat conduct 

a thorough assessment of the impact of the 
decisions made in the context of the 2006 review, 
with priority assigned to the decision to eliminate 
the Court Challenges Program of Canada. The 
Commissioner also recommended that steps be 
taken to ensure that future expenditure reviews 
fully comply with Part VII of the Official Languages 
Act, which concerns the advancement of English 
and French. 


5. For more information on the CBC/Radio-Canada cuts to CBEF Windsor, please see module 3.6, page 56. 


6. For more information on the elimination of the long-form census questionnaire, please see module 3.7, page 58. 
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In the same vein, the Commissioner recommended 
in his 2007-2008 annual report that the Secretary 
of the Treasury Board take the necessary steps to 
ensure that expenditure and similar reviews within 
the federal government are designed and conducted 
in full compliance with the commitments, duties and 
roles prescribed in Part Vil of the Act. 


During the past seven years, the Commissioner 
has also examined other direct and indirect 
consequences of the federal government's 2006 
budget cuts. For example: 


e he conducted an investigation and sought 
a court remedy regarding cuts to French- 
language CBC/Radio-Canada radio station 
CBEF Windsor;° 


he investigated the process that led to the 
elimination of the mandatory long-form census 
questionnaire in 2011, as well as the impacts 
of this decision;® 


he expressed concern that significant cuts had 
been made to the Treasury Board of Canada 
Secretariat group responsible for coordinating 
official languages programs in the public 
service, without strengthening the official 
languages units within the federal institutions 
themselves; and 


e he criticized the Department of Foreign Affairs 
and International Trade’s cancellation of the 
Francophonie Promotion Fund. 


In 2012, the government announced a new round 
of budget cuts totalling more than $5 billion over 
three years. Soon after this announcement, the 
Commissioner received complaints about the 
potential impact on official language communities 
of eliminating certain programs, reducing the 
scope of certain initiatives and closing certain 
offices. The Commissioner has undertaken a 
series of investigations to determine whether the 
federal institutions named in the complaints took 
into account the needs of the communities and 
the possible impact of their decisions on 
community vitality. 


ASSESSMENT OF THE CURRENT SITUATION 
The government’s 2006 and 2012 budget cuts 
have resulted in federal institutions’ making 
decisions that have had or may have a direct or 
indirect impact on the Canadian public. 


Because some of these decisions seemed likely 

to have an immediate and considerable impact on 
the vitality of official language communities and on 
Canada’s linguistic duality, they soon provoked a 
strong public reaction. For example, the elimination 
of the Court Challenges Program of Canada and 
the mandatory long-form census questionnaire 
sparked a public outcry both within and outside 


THE COURT CHALLENGES PROGRAM OF CANADA CASE 


The federal government challenged the Commissioner of Official Languages’ conclusions 
regarding the elimination of the Court Challenges Program of Canada. In 2008, the case 
was brought before the Federal Court by the Fédération des communautés francophones et 
acadienne du Canada, with the Commissioner’s support as intervener. 


In June 2008, the federal government and the Fédération des communautés francophones 
et acadienne du Canada reached an out-of-court settlement. The Fédération agreed to drop 
the case in exchange for the government’s creating a replacement for the former Court 
Challenges Program of Canada. The Language Rights Support Program was launched in 
December 2009. It is administered by the University of Ottawa through a joint partnership 
between its Faculty of Law and its Official Languages and Bilingualism Institute. 


of official language communities. However, most 
of the decisions likely to affect these communities 


and linguistic duality received much less attention. 


There are two major reasons for this. 


First, some of these decisions involved changes 
whose impact was somewhat less evident. For 
example, the 2012 cuts did not result in the 
elimination of the Destination Canada — Job Fair 
program, which promotes Canada as a preferred 
destination for Francophones from overseas. But 
funding was withdrawn for community groups 

to participate in the Job Fair to reach French- 
speaking immigrants from around the world and 
attract them to their communities. 


Second, when taken individually, the cuts do 

not seem to call into question the government's 
commitment to linguistic duality. However, their 
cumulative effect has the potential to erode 
linguistic duality and the public service’s capacity 
to promote both official languages. 
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The 2006 and 2012 cutbacks ultimately led to 
decisions such as the following: 


e Elimination of certain official languages 
coordinator positions in the regions, or 
combining them with human resources 
positions for which official languages is only 
one of the responsibilities 


Creation of interregional or interprovincial 
virtual teams, which could affect employees 
who wish to exercise their right to work in the 
official language of their choice 


High turnover rate within the Network of 
Official Languages Champions because of 
major restructuring in the public service 


Elimination of funding, under the Roadmap 

for Canada’s Official Languages 2013-2018: 
Education, Immigration, Communities, for the 
coordinators of federal institutions’ policies and 
programs relating to the Act (Treasury Board of 
Canada Secretariat for Parts IV, V and VI, and 
Canadian Heritage for Part VII) 


NEXT STEPS 

Cutting or changing programs in reaction to 
expenditure reviews can have adverse effects on 
Official languages. Only by conducting a thorough 
analysis of each program can decision makers prevent 
their decisions from having a negative impact. 


The key lesson of the Court Challenges Program of 
Canada case is that, when making decisions such 

as adopting, reviewing or eliminating a policy or 
program, the government must consider the needs of 
official language communities, as well as the impact 
of these decisions on their vitality. This means that 
each federal institution should ensure that: 


e Part Vil of the Act is systematically 
incorporated into its policy and program 
development culture; 


official language communities are involved in 
its program-review process; 


it has a thorough understanding of the needs 
and particular interests of official language 
communities: 


courses of action or solutions are identified 
when its decisions may affect communities’ 
vitality; 

an ongoing process is developed to assess and 
enhance existing Part Vil policies and programs; 
and 


it respects the right of employees to work in 
the official language of their choice in regions 
designated as bilingual for language-of-work 
purposes. 


SECTION 3 Is my official language community growing and thriving? 


Through his reviews and investigations, the 
Commissioner also found that, for linguistic duality 
to emerge unscathed from the kind of exercises 
the federal government conducted in 2006 and 
2012, the government needs to be a better leader 
with regard to official languages. 


This means that the government must make it clear 
to federal institutions that enhancing the vitality 

of official language communities and promoting 
linguistic duality is not just another obligation 

to fulfill or a goal to pursue only when time and 
resources allow. The government needs to remind its 
institutions that linguistic duality is a core Canadian 
value. It needs to instill in them the reflex to defend 
and promote both of Canada’s official languages, 
regardless of the political or financial climate. 


The Commissioner will continue to monitor issues 
related to budget cuts very closely over the next 
three years. He has initiated an audit to look into 
the Treasury Board of Canada Secretariat’s role in 
the Deficit Reduction Action Plan exercise (Parts VII 
and VIII of the Act). 


The Commissioner also plans to conduct a 
horizontal audit to study the impact of the new 
government services management models 
adopted by certain federal institutions. The models, 
which aim to improve organizational efficiency, 
appear to contain nothing objectionable in and 

of themselves. However, they must not have a 
negative impact on institutions’ capacity to serve 
Canadians in the official language of their choice 
or to create a truly bilingual work environment. 


| CBC/Radio-Canada s language obligations 


ISSUE 

According to CBC/Radio-Canada, a Crown 
corporation subject to the Official Languages 
Act, official languages issues related to its 
programming activities and decisions fall under 
the exclusive jurisdiction of the Canadian Radio- 
television and Telecommunications Commission. 
The public broadcaster claims that only its non- 
programming activities are subject to the Act and, 
therefore, the authority of the Commissioner of 
Official Languages. 


The Commissioner maintains that he has the 
authority to investigate how CBC/Radio-Canada 
applies Part VII of the Act (advancement of 
English and French) in its decisions and activities, 
including those related to programming, in certain 
cases. 


These conflicting views came to light in the matter 
of CBC/Radio-Canada’s budget cuts to CBEF, its 
French-language radio station in Windsor, Ontario. 


COMMISSIONER’S ACTIONS 
In 2009-2010, the Commissioner received 

876 complaints about CBC/Radio-Canada’s 
decision to make significant budget cuts to CBEF 
Windsor. According to the complainants, the 
broadcaster’s decision resulted in nearly all the 
Station’s local content being replaced with content 
produced in Toronto, Ontario. 


Following his investigation into these complaints, 
the Commissioner concluded that CBC/Radio- 
Canada had not met the language obligations 

to which it is subject under Part VII of the Act. 
Specifically, the broadcaster had not taken 

into account the impact of its decision on the 
development and vitality of the French-speaking 
community in southwestern Ontario, nor had it 
tried to mitigate the repercussions. 


During this investigation, CBC/Radio-Canada 
maintained that, because the complaints related to 
its programming decisions, the Commissioner did 
not have the authority to investigate them under 
Part VII. 


Faced with CBC/Radio-Canada's refusal to 
recognize his authority and implement his 
recommendations from the investigation report, 
the Commissioner decided to seek a court remedy 
against the broadcaster before the Federal Court. 
He asked the court to recognize his authority to 
investigate complaints against CBC/Radio-Canada 
and clarify the public broadcaster's obligations 
under Part VII of the Act. Representing Windsor’s 
Francophone community, SOS-CBEF vice- 
president Karim Amellal was the co-applicant in 
the proceedings. 


In May 2012, the Federal Court issued an 
interlocutory decision to the effect that the 
Commissioner has the authority to investigate 
how CBC/Radio-Canada applies Part VII of the 
Act in its decisions, including those related 

to programming. It rejected the broadcaster's 
position that the Canadian Radio-television and 
Telecommunications Commission has exclusive 
authority over its programming decisions. 


annual report 2012-201 


The Federal Court also ruled, however, that it 
would be appropriate to wait for the Canadian 
Radio-television and Telecommunications 
Commission to evaluate the licence renewal 
applications submitted by CBC/Radio-Canada. 
The Court expected the regulatory body to 
consider the impact of the broadcaster’s decisions 
on the vitality and development of official 
language communities affected by these renewal 
applications. 


In November 2012, the Commissioner intervened 
before the Canadian Radio-television and 
Telecommunications Commission at the licence 
renewal hearings for CBC/Radio-Canada’s English- 
language and French-language services. He 
asked the Commission “to require Radio-Canada 
to maintain a minimum number of hours of local 
production at CBEF [Windsor] as a condition of 
licence. This is necessary to prevent the erosion of 
this official language community's vitality. It is also 
to ensure Radio-Canada respects its mandate.”’ 


ASSESSMENT OF THE CURRENT SITUATION 
On May 28, 2013, the Canadian Radio-television 
and Telecommunications Commission handed 
down its decision on CBC/Radio-Canada’s 
application to renew its broadcasting licence. 
Among other things, it imposed a condition of 
licence that CBEF Windsor provide a minimum of 
15 hours of local programming per week. Although 
this decision is a positive step for Windsor’s 
French-speaking community, there are issues of 
public interest still pending before the Federal 
Court. The Commissioner will therefore be asking 
the Court to issue a definitive ruling on CBC/Radio- 
Canada’s language obligations under Part VII of 
the Act, especially when its decisions risk having a 
negative impact on official language communities. 
It is important that the Federal Court clarify 
CBC/Radio-Canada’s responsibilities when it 
comes to official language communities. 


NEXT STEPS 

The level of public funding CBC/Radio-Canada 
receives Is relatively low in comparison with 

other countries that have public broadcasters. ® 
Nevertheless, regardless of the funding 

available, local programming is at the heart of 
CBC/Radio-Canada’s mandate, and so the national 
broadcaster has a duty to comply with the letter 
and spirit of the Act, including Part VII. 


7. Canadian Radio-television and Telecommunications Commission, To consider the broadcasting applications for the licence renewals for the Canadian Broadcasting Corporation's French- 
and English-language services as listed in Broadcasting Notice of Consultation CRTC 2011-379, 2011-379-1, 2011-379-2, 2011-379-3, 2011-379-4 and 2011-379-5, Transcript of 
Proceeding, volume 7, line 13114, November 27, 2012. On-line version (www.crtc.gc.ca/eng/transcripts/201 2/tb11 27.html) accessed March 31, 2013. 


8. Nordicity Group Ltd., Analysis of government support for public broadcasting and other culture in Canada, prepared for CBC/Radio-Canada, April 2011, p. 4. 
On-line version (www.cbce.radio-canada.ca/_files/cbcrc/documents/latest-studies/deloitte-analysis-public-broadcasting-en.pdf) accessed March 31, 2013. 


SECTION 3 Is my official language community growing and thriving? 


Elimination of the mandatory long-form census 


questionnaire: A disappointing step backwards 


ISSUE 

In June 2010, the Minister of Industry announced 
that, as of the 2011 Census, the mandatory 
long-form questionnaire would be eliminated 

and a voluntary survey, the National Household 
Survey, would replace it. The research community, 
official language communities, several government 
institutions and other concerned parties reacted 
very strongly to the unexpected announcement. 
They were concerned about the quality and 
comparability of data collected from a voluntary 
survey rather than a mandatory questionnaire. 


COMMISSIONER’S ACTIONS 

Shortly after the June 2010 announcement, 

the Commissioner and various organizations 
representing official language communities 
throughout Canada reminded the government that 
it has obligations under the Official Languages Act. 
They stressed the importance of adding questions 
on language to the mandatory questionnaire in 
order to meet certain requirements under the Act. 
In August 2010, the federal government increased 
the number of language-related questions in the 
new mandatory short-form questionnaire from 


one to three. In addition to the original question 
on mother tongue, the new form would include 
questions on knowledge of official languages and 
language spoken at home. 


In July 2010, the Commissioner launched 

an investigation in response to a number of 
complaints on the elimination of the mandatory 
long-form census questionnaire. In order not 

to exceed his mandate under the Act, the 
Commissioner had to limit the scope of his 
investigation to those federal institutions that were 
mentioned in the complaints—Industry Canada, 
Canadian Heritage, the Treasury Board of Canada 
Secretariat and Statistics Canada—and determine 
whether they had participated in the federal 
government's decision-making process. 


In March 2011, the Commissioner concluded 

his investigation and announced that the federal 
institutions targeted by the complaints had not 
been part of the decision-making process leading 
up to the elimination of the mandatory long-form 
census questionnaire, which meant that they had 
not failed in their duties under the Act. 


Nevertheless, in his investigation report, the 
Commissioner added that the federal government 
is responsible for the full implementation of Part 
VII of the Act (advancement of English and French) 
at all times. It must therefore assess the potentia 
negative impact of its decisions and ensure that 
these decisions do not hinder the development or 
vitality of official language communities. Should 
this happen, the government must take measures 
to mitigate the impact. 


ASSESSMENT OF THE CURRENT SITUATION 
The Commissioner remains concerned about 

the possible repercussions of the government’s 
decision to eliminate the mandatory long-form 
census questionnaire. When the 2011 Census 
results were released, Statistics Canada issued 
a notice about the risks of comparing specific 
language data from 2011 with previous census 
data. Because the placement and context of the 
anguage questions were different in the 2011 
Census than in the 2006 long-form questionnaire, 
they were not answered in the same way: 
“Canadians appear to have been less inclined 
than in previous censuses to report languages 
other than English or French as their only mother 
tongue, and also more inclined to report multiple 
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languages as their mother tongue and as the 
language used most often at home.” ° However, 
this does not affect the comparability of the data 
on first official language spoken or on knowledge 
of official languages. 


Because of a poor response rate of less than 50%, 
economic, social and cultural data for more than 
1,100 census subdivisions was suppressed from 
the May 2013 release of the National Household 
Survey. Federal institutions may therefore not be 
getting the data they need in order to understand 
how official language communities are progressing 
and to evaluate the impact of measures taken to 
Support their development or promote linguistic 
duality. The true scope of the changes and their 
impact on how the data is used remain to be seen. 


NEXT STEPS 

When it comes to official languages, like any other 
field, the federal government needs to design 

and implement policy development processes 
based on evidence and in-depth analysis. Given 
the limitations of the data from the 2011 Census 
and the 2011 National Household Survey, the 
question is whether governments, official language 


communities and individual Canadians will be able 
to make informed decisions. The Commissioner 
will therefore continue to closely monitor the 
distribution and use of data from the 2011 Census 
and National Household Survey, as well as the 
preparations for the 2016 Census. 


"A wide range of federal institutions depend on information provided 
by the long-form census questionnaire to measure the results of their 
initiatives. How many French-speaking immigrants come to Canada’? 
Where do they choose to live and how are they doing economically’? 
Are the English-speaking communities of Quebec’s Lower North 
Shore successful in moving beyond a struggling fisheries industry? 
The answer to these questions and many others might be more 
difficult to obtain if the newly established census format endures,” '? 


- Graham Fraser, Commissioner of Official Languages 


9. Statistics Canada, 2011 Census of Population: Linguistic Characteristics of Canadians, Statistics Canada Catalogue no. 11-001-X, Ottawa, October 24, 2012, p. 4. 
On-line version (www.statcan.gc.ca/daily-quotidien/121024/dq121024a-eng.htm) accessed March 31, 2018. 


10. Commissioner of Official Languages, Statement to the media for the launch of volume Il of the 2009-2010 annual report, Ottawa, November 2, 2010. 
On-line version (www.officiallanguages.gc.ca/html/speech_discours_02112010_e.php) accessed March 31, 2013. 


SECTION 3 Is my official language community growing and thriving? 


‘Access to justice in both official languages 


ISSUE 

All Canadians should have equal access to 

justice in the official language of their choice. 

The major challenge is ensuring that the some 
two million Canadians who are members of an 
official language community can fully exercise 

his fundamental right. If the public is to truly 

ave access to provincial and territorial superior 
courts in English and French, the courts must have 
enough bilingual judges. 


nm 
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COMMISSIONER’S ACTIONS 

In 2008, during his appearance before the House 
of Commons Standing Committee on Official 
Languages, the Commissioner encouraged 

the Minister of Justice to show leadership and 
work together with his provincial and territorial 
counterparts to explore solutions to ensure that 
superior courts are able to operate effectively 

n both official languages. The Commissioner 
suggested that the process for appointing judges 
to superior courts be reviewed. He also said that 
knowledge of both official languages should be a 
prerequisite for appointment as a Supreme Court 
of Canada Judge. 


That same year, the Commissioner provided 
written submissions to the Standing Senate 
Committee on Legal and Constitutional Affairs, 
which was examining Bill C-31 to allow the 
appointment of 20 additional judges to the 
provincial superior courts. The Commissioner 
asked the Committee to recommend that the 
process for appointing superior court judges 
be reviewed to ensure that the courts have a 
sufficient number of bilingual judges. 


In 2009, when the House of Commons Standing 
Committee on Justice and Human Rights was 
examining Bill C-232 to amend the Supreme Court 
Act, the Commissioner reiterated that bilingualism 
should be a prerequisite for the appointment of 
Supreme Court judges. “In order to respect all 
Canadians, it is important to ensure that they are 
all served by judges of the highest distinction and 
greatest ability, who can hear and understand a 
case in either official language.” 


In 2011, the Commissioner completed an 
investigation into complaints about an insufficient 
number of bilingual judges being appointed to the 
superior courts of Ontario and Nova Scotia. In his 
investigation, the Commissioner noted a number of 
shortcomings in the judicial appointment process. 


He therefore conducted a study in partnership with 
Ontario's French Language Services Commissioner 
and the Commissioner of Official Languages for 
New Brunswick. The study sought to find ways to 
improve the bilingual capacity of superior court 
judges and, consequently, to improve access to 
justice in both official languages. Published in the 
summer of 2013, Access to Justice in Both Official 
Languages: Improving the Bilingual Capacity 

of the Superior Court Judiciary focuses on two 
issues that the federal government is responsible 
for and that promote the institutional bilingualism 
of the superior court judiciary: the selection and 
appointment process for judges, and the language 
training provided to judges to help them improve 
their language skills. 


11. Commissioner of Official Languages, Notes for an appearance before the House of Commons Standing Committee on Justice and Human Rights, Ottawa, June 17, 2009. 
On-line version (www.officiallanguages.gc.ca/html/speech_discours_17062009_e.php) accessed March 31, 2013. 
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ASSESSMENT OF THE CURRENT SITUATION 
Along with many others since 1995, the 
Commissioner has been actively seeking to show 
the federal government how important it is to 
appoint a sufficient number of bilingual judges 
to the country’s provincial and territorial superior 
courts. Despite the efforts-of the Commissioner 
and his predecessors, as well as those of jurists’ 
associations and parliamentary committees, 
very little progress has been made over the past 
20 years. 


At present, the Minister of Justice consults 
informally with the chief justices of the superior 
courts about the appointment of bilingual judges. 
However, the appointment process still does not 
guarantee that a sufficient number of bilingual 
judges will be appointed to ensure equal access to 
justice in English and French. 


NEXT STEPS 

The time has come for the Minister of Justice 
and his provincial and territorial counterparts 

to take concerted action that will ensure equal 
access to justice in both official languages. The 
Commissioner’s recommendations in his study on 
the bilingual capactiy of the superior court judiciary 
are concrete and pragmatic. However, it will 

only be possible to implement them with the full 
cooperation of the chief justices and the various 
decision makers in the justice community. 


SECTION 3 Is my official language community growing and thriving? 


The Commissioner received 1,299 complaints FIGURE 1 
related to Part VII of the Official Languages Act COMPLAINTS UNDER PART VIT OF THE OFFICIAL LANGUAGES ACT (2006-2013) 


(advancement of English and French) between 2006-2007 | 

2006 and 2013. These complaints represent 24% REET =a 
of all the admissible complaints the Commissioner ' 2007-2008 Ll 
nas received over the past seven years. 2008-2009 

Because Part VII complaints are usually triggered 2009-2010 | 


by specific government decisions, no single 
ederal institution generated Part VII complaints D à 
in every year between 2006 and 2013. However, 2071-2072 
CBC/Radio-Canada and Canadian Heritage were 2012-2013 
he object of Part Vil complaints in five of the past 

seven years. 


2010-2011 


‘118 = Elimination of Court Challenges Program of Canada 


The closure of an office or elimination of a “876 = Budget cuts at CBEF Windsor radio station 

program is the most common cause for complaint. 84 = Elimination of mandatory long-form census questionnaire 

The creation of a new program occasionally 

generates complaints when it is felt that 

linguistic duality or the needs of official language Although the number of Part VI complaints was Other events that led many Canadians to file a 

communities were not taken into account. high in 2006-2007 (137) and in 2010-2011 complaint under Part VII of the Act included the 
(109), it really peaked in 2009-2010 (904). That elimination of the mandatory long-form census 
year, the vast majority of Part VIl complaints (876) questionnaire (84), the Vancouver 2010 Olympic 
concerned a specific event—CBC/Radio-Canada’s Winter Games (38), the reorganization of Service 
budget cuts at CBEF Windsor radio station. The Canada offices in the Atlantic provinces in 2011 
2009-2010 total represents 70% of all Part VII (18), and the decision in that same year to close 
complaints filed between 2006 and 2013. the Québec City Marine Rescue sub-centre (24). 
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TABLE 1 
FEDERAL INSTITUTIONS WITH THE MOST COMPLAINTS 
UNDER PART VII OF THE OFFICIAL LANGUAGES ACT 
(2006-2013) 


| NUMBER OF 
FEDERAL INSTITUTION | COMPLAINTS 
CBC/Radio-Canada 896 
Canadian Heritage 04 
Service Canada 32 
Industry Canada 26 
National Defence 26 
Statistics Canada 25 
Fisheries and Oceans Canada 19 
Western Economic Diversification 
Canada 1 
Privy Council Office 8 
Air Canada ie 

La mm 


Table 1 shows that CBC/Radio-Canada has had by 
far the most Part VII complaints (896) filed against 
it over the past seven years. However, 98% of 
these complaints (876) were made in one year, 
2009-2010, and related to one event: the budget 
cuts at CBEF Windsor radio station. 


In addition, a total of 120 complaints were filed 
with regard to government-related decisions 
involving multiple federal institutions between 
2006 and 2013; however, 118 of these were 
made in 2006-2007 and related to budget 
cuts, most notably the elimination of the Court 
Challenges Program of Canada. 


Between 2006 and 2013, 1,169 (90%) of 
the 1,299 Part VII complaints received by the 
Commissioner related to the Government of 
Canada’s obligation to enhance the vitality of 
Canada’s official language communities. 
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MODULE 4.1 
LINGUISTIC DUALITY AND CULTURAL DIVERSITY 
ARE COMPLEMENTARY, NOT CONTRADICTORY 


MODULE 4.2 
TOWARDS A TRUE CONTINUUM OF 
SECOND-LANGUAGE LEARNING 


MODULE 4.3 
THE VANCOUVER GAMES: LESSONS LEARNED 


MODULE 4.4 
APPOINTING UNILINGUAL CANDIDATES TO 
HIGH-PROFILE POSITIONS: AWKWARD AT BEST 


IS linguistic duality a 
fundamental value in Canada? 


In a recent speech, the Commissioner said that “sometimes there is a 
disconnect between our aspirations for linguistic duality, as expressed by our 
laws and political discourse, and reality.” 


Indeed, the federal government does not seem to place a high enough priority 
on linguistic duality as a Canadian value. If this were the case, then the cultural 
component of the opening ceremony of the Vancouver 2010 Olympic Winter 
Games would have been a resounding linguistic success, and a fully qualified 
bilingual senior official would now hold the key position of Auditor General of 
Canada. 


In addition to these two very public examples, which outraged a great number of 
Canadians—both English- and French-speaking—there are many others that 
have attracted rather less attention but still show a lack of federal leadership 

in the promotion of linguistic duality. For example, how many people know that 
thousands of young Canadians want to become bilingual but cannot because 
the federal government is slow to take strong measures to ensure that all 
Canadians can learn English or French as a second language in elementary 
school, high school and right up through university? 


When it comes to promoting linguistic duality, the federal government seems to 
be trailing behind the public instead of leading the way. While nearly two thirds 
of Canadians personally favour bilingualism for all of Canada,* the government 
seems to be unaware of this reality or fails to use it as a springboard to 
progress. 


As we approach the 150th anniversary of Canadian Confederation, it is high 
time to change the status quo. 


. Commissioner of Official Languages, Planning for language use: The ever-changing challenges, 
Notes for an address at the Multidisciplinary Approaches in Language Policy and Planning 
Conference at the University of Calgary, Calgary, September 7, 2012. On-line version 
(www.officiallanguages.gc.ca/html/speech_discours 07092012 _e.php) accessed March 31, 2013. 


as 


. The Environics Institute, Focus Canada 2012, Toronto, 2012, p. 5. On-line version 
(www.environicsinstitute.org/uploads/institute-projects/environics%2Oinstitute%20-%20 
focus%20canada%20201 2%20final%2O0report.pdf) accessed March 31, 2013. 
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Linguistic duality and cultural diversity 


are complementary, not contradictory 


ISSUE 

Canada’s linguistic duality and cultural diversity are 
jational values supported by specific legislation 
and policies, and promoting these values helps 

o strengthen the social cohesion of the country. 
Because the dynamic of Canada’s socio- 
demographic landscape is constantly changing, it 
is important to examine how these concepts relate 
to each other and to the Canadian identity. It is 
also important to explore how, together, they affect 
Canadians and newcomers in their daily lives. 


COMMISSIONER’S ACTIONS 

The Commissioner has organized a series of 
forums to discuss linguistic duality and cultural 
diversity with Canadians of diverse backgrounds. 
The first forum was held in Toronto, Ontario, in 
2007, the second in Vancouver, British Columbia, 
in 2008, the third in Halifax, Nova Scotia, in 2011 
and the fourth in Montréal, Quebec, in 2012. 


ASSESSMENT OF THE CURRENT SITUATION 
In all four forums, most participants had a 

deep appreciation for linguistic duality as a 

core Canadian value. In addition, most agreed 
that linguistic duality and cultural diversity are 
intrinsically linked, with each reinforcing the other. 
Many participants also said that they had been 


surprised to find that the two official language 
communities lived side by side, yet apart, in a 
majority-minority situation. 


Participants of the Toronto, Vancouver and Halifax 
forums considered French-language educational 
institutions to be a medium through which 
newcomers can develop a feeling of belonging to 
French-speaking communities. Members of these 
communities said that the lack of visibility of their 
communities makes it difficult to receive services in 
French in their region. This has led some French- 
speaking newcomers to choose to settle in an English 
environment. 


The Halifax forum was the first two-day event focusing 
on English- and French-speaking Canadians of diverse 
backgrounds and their perceptions of linguistic duality 

and its relationship to cultural diversity. 


The forum in Montréal, like the Halifax forum, was 
a two-day event that gave English- and French- 
speaking Quebecers an opportunity to share their 
own experiences regarding the relationship between 
linguistic duality and cultural diversity. Participants 
at the Montreal event stressed the importance 

of both language education and cross-cultural 
education for everyone in Quebec. They also raised 
the issue of identity, and how to be a Canadian and 
a Quebecer while remaining connected to a cultural 
heritage from another country. 


NEXT STEPS 
The Commissioner intends to follow up on the 
following suggestions from forum participants: 


e The Office of the Commissioner should do more 


to promote and raise awareness of linguistic 
duality in Canadian society. 


e Language training in both official languages 


should be made more accessible to newcomers. 


Both of Canada’s official language cultures should 
be celebrated, and learning the minority official 
language should be encouraged in schools. 


Official language communities should cooperate 
more in welcoming newcomers (for example, 
organizations providing services to English- 
speaking newcomers and those providing 
services to French-speaking newcomers should 
work together). 


An information kit describing the language 
situation in each province should be made 
available to immigrants prior to their arrival 
in Canada. 
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Towards a true continuum of 
second-language learning 


ISSUE COMMISSIONER’S ACTIONS Commissioner met with various key partner groups 
Globalization and the knowledge economy are Recognizing the lack of research on second-language and co-organized round tables in six provinces 
placing a premium on soft skills, including learning opportunities at the post-secondary level, to discuss the results of the study and increase 
language and intercultural skills. It is therefore not the Commissioner published a study on Canada’s awareness of this issue. 

surprising that employers consider it increasingly universities in 2009 called Two languages, a world of 

important that part of their workforce be able opportunities: Second-language learning in Canada’s ÀS à complement to the 2009 study, the Office of 
to speak Canada’s two official languages. universities. the Commissioner developed an on-line map of 
Second-language learning is also essential for Canada to help students find out about learning 
strengthening Canadian identity and citizenship The findings showed that there were relatively opportunities in various universities across the 
and for fostering better understanding among few universities that recognized the importance of country. The map lists second-language courses, 
Canadians. Over the past three decades, major offering second-language learning opportunities subject-matter courses taught in the second 
investments in immersion programs across the and of their role in building a bilingual workforce. official language, support programs, networking 
country have resulted in a new generation of The study also found that there is no comprehensive activities and exchange programs that are 
bilingual Canadians, many of whom are now in approach for building a system to support a available at more than 85 Canadian universities. 
post-secondary institutions. These are students continuum of second-language learning. The 


who are ready, willing and able to learn in their 
second official language. 


It will take concerted action if Canada is to 

provide a true continuum of second-language 
learning opportunities for all Canadians, from 
elementary school through to the labour market. 
This continuum is an important and integral part 
of preparing our young people to be productive 
employees and citizens who can invest themselves 
fully in the civic life of their country. 


3. Kate Lunau, “On the money: Bilingual grads are in greater demand than ever before—and universities are responding,” Maclean's 2013 University Rankings, November 1, 2012, p. 84. 


Is linguistic duality a fundamental value in Canad 


ASSESSMENT OF THE CURRENT SITUATION 
At the elementary and high school levels, we 

are still far from achieving the vision in which 

all Canadians have access to the necessary 
resources to effectively learn English and French. 
Registration issues, such as enrolment caps, 
overnight lineups and lotteries, continue to hinder 
access to second-language programs in many 
regions. In several provinces, school officials need 
to provide better support to allophone parents who 
are interested in these programs. 


At the post-secondary level, some universities 
have increased their second-language learning 
opportunities, while others have reduced their 
efforts in this area. The decision to reduce efforts 


is caused by various factors. For example, the 
Government of Canada is not expressing its need 
for bilingual workers loudly and clearly enough to 
prompt post-secondary education officials to pay 
more attention to the benefits of second-language 
learning. 


At the end of March 2013, the federal government 
released its new five-year official languages 

action plan, the Roadmap for Canada’s 

Official Languages 2013-2018: Education, 
Immigration, Communities. The Commissioner 
was disappointed that the funding for official 
languages learning (minority-language education 
and second-language instruction) had been 


SECOND-LANGUAGE PROGRAMS: A WINNING PROPOSITION 


“Lori Chang-Foidl's family spoke Cantonese at home in Calgary in the 1970s. Her parents were immigrants from Macau and Trinidad, 
and though neither spoke French they believed that their children, born into a bilingual country, should learn both languages, she 


cut by nearly $35 million. Despite the fact that 
two out of the three recommendations the 
Commissioner made in his 2011—2012 annual 
report related to second-language learning— 
through language exchange programs or through 
learning opportunities at the post-secondary 
level—the 2013-2018 Roadmap did not include 
any new funding to increase second-language 
learning opportunities for young Canadians. 
Another initiative that was not included in this 
Roadmap was the Canada School of Public 
Service's program to make its second-language 
learning tools accessible to students at Canadian 
universities—a program the Commissioner had 
often cited as a best practice. 


said. When her own daughter was born the first thing she did was start looking for a French immersion school. Today her daughter 
is pursuing French as part of a double major at university. ‘| don’t know of any parents of [French immersion] students who have 
regretted the decision to enroll them in a bilingual program. It’s a bit of a mystery to me why parents are hesitant or negative towards 


the idea,’ Ms. Chang-Foidi said.”4 


4. Joe Friesen, “French immersion enrolment skyrockets as a new linguistic category emerges,” The Globe and Mail, January 28, 2013. On-line version (www.theglobeandmail.com/news/ 
national/education/french-immersion-enrolment-skyrockets-as-a-new-linguistic-category-emerges/article7935100/?page=all) accessed March 31, 2013. 
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NEXT STEPS 


The findings of the 2009 study and the 
Commissioner’s recommendations resulting from 
those findings remain highly pertinent today: 


To offer young Canadians second-language 
learning opportunities, our country should 
better exploit the potential of minority- 


language educational institutions (i.e., English- 


language institutions in Quebec and French- 
language institutions in the other provinces). 


Educational institutions should focus on 
working together and using technology to 
improve opportunities for second-language 
learning. 


A priority should be to increase the number 
of exchanges and real-life opportunities for 
students to use their second official language 
and interact with people who speak that 
language. 


Stronger university second-language policies 
and requirements should be part of an overall 


Strategy to improve second-language learning. 


Students should receive more information 
about the advantages of learning their second 


language and about the opportunities available 


to them. 


¢ À common language proficiency framework 


should be developed to help assess students’ 


second-language skills. 
To achieve a true continuum of second- 


language learning, the federal government must 


demonstrate its leadership by developing an 
overall strategy on this issue. To effect change 
and channel resources, it should also use the 


Protocol for Agreements for Minority-Language 
Education and Second-Language Instruction. 

The Commissioner hopes that this protocol 

will strengthen and support the initiatives and 
investments outlined in the 2013-2018 Roadmap, 
so that Canadians who want to learn their second 
official language will have the tools to do so. 


[AIS | mentioned in our study of second-language learning in Canadian 
universities, | recommend that the Government of Canada provide 
financial assistance to universities so that they can develop and carry 
out new initiatives to improve students second-language learning 
opportunities. There needs to be a continuum of second-language 
learning from elementary school to the post-secondary level and then 


into the workplace.”° 


— Graham Fraser, Commissioner of Official Languages 


5. Commissioner of Official Languages, Evaluation of the Roadmap for Canada’s Linguistic Duality 2008-2013: Acting for the Future, Notes for an appearance before the House of Commons 
Standing Committee on Official Languages, Ottawa, March 15, 2012. On-line version (www.officiallanguages.gc.ca/html/speech_discours_15032012_e.php) accessed March 31, 2013. 
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» Ihe Vancouver Games: Lessons learned 


ISSUE 

n 2010, the Olympic and Paralympic Winter 
Games were held in Vancouver, British Columbia. 
Under the Official Languages Act, federal 
institutions contributing to the Games, whether 
directly or indirectly, had a duty to promote 
inguistic duality and to use the event as a platform 
to enhance the vitality of official 

anguage communities. 


The Government of Canada recognized this fact 
by including language clauses in the agreement 
between partners of the Games and the Vancouver 
Organizing Committee for the 2010 Olympic and 
Paralympic Winter Games. However, even before 
the official opening of the Games, problems 
emerged that jeopardized full compliance with 
these provisions. Concerns about volunteer 
recruitment and training, signage, cultural 
activities, and translation and interpretation 
services were raised by a number of parties, 
including the Standing Senate Committee on 
Official Languages, the House of Commons 
Standing Committee on Official Languages and 
organizations representing French-speaking 
communities. 


fap) 


COMMISSIONER’S ACTIONS 

The Commissioner made the Games one of the 
early priorities of his mandate. He helped to 
prevent potential language problems at the event 
and undertook various activities to encourage the 
proactive resolution of problems, including a study 
in December 2008, an awareness campaign in 
the winter of 2009 for decision makers of federal 
institutions contributing to the Games, a follow-up 
eport on the situation in September 2009 and a 


ra 


inal report in December 2010. 


Overall, the Games were a success with respect 

to linguistic duality. However, following the opening 
ceremony of the Olympic Games, the Commissioner 
had to intervene in response to 38 complaints about 
the significant shortcomings in terms of French 
content in the cultural component of the ceremony. 
The Commissioner’s investigation showed that 
these complaints were founded and that Canadian 
Heritage had failed to meet its obligations under 
Part VII of the Act (advancement of English and 
French). Although the visual components of 

the ceremony’s cultural segment reflected the 
country’s Francophone aspect, and although 

artists and professionals from French-speaking 
Canada participated in the event, one important 

fact remained: French was barely heard during the 
cultural component of the opening ceremony. 


The Commissioner recommended that Canadian 
Heritage modify the language clauses included 
in contribution agreements in order to clarify 
recipient organizations’ language responsibilities 
related to service to the public and promotion 

of linguistic duality. He also recommended that 
these clauses clearly define the results expected 
by Canadian Heritage and include indicators to 
measure the recipients’ performance. 


The Commissioner published a guide called 
Organizing a Major Sporting Event in Canada: 

A Practical Guide to Promoting Official Languages 
based on the lessons learned from the Games. The 
guide is designed to help the federal government 
and its partners comply with the Act when holding 
major cultural or sporting events in Canada. 


The Commissioner and his staff also implemented 
various awareness strategies on the importance 
of taking linguistic duality into account at each 
stage of organizing an event. With the help of the 
Practical Guide, he raised awareness among the 
organizers of both the 2013 Canada Summer 
Games in Sherbrooke, Quebec, and the 2015 Pan 
American Games and Parapan American Games 
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in Toronto, Ontario. Organizers of the Sherbrooke 
Games invited the Office of the Commissioner to 
participate in the event’s organizational process 
right from the beginning. 


ASSESSMENT OF THE CURRENT SITUATION 
Despite the issue regarding French content during 
the cultural component of the opening ceremony 
of the Olympic Games, the Vancouver Games were 
a great success in helping to promote linguistic 
duality. This important linguistic legacy is proof that 
Canada is able to excel when it comes to serving 
Canadians in the official language of their choice, 
in increasing the visibility of English and French, 
and in taking official language communities’ needs 
into consideration. 


NEXT STEPS 

The federal government contributes to the 
organization of many major events, such as the 
Canada Games in 2013 (Sherbrooke, Quebec), 
2015 (Prince George, British Columbia) and 
2017 (Winnipeg, Manitoba); the Pan American 
and Parapan American Games in 2015 (Toronto, 
Ontario); and Canada’s 150th anniversary 
celebrations in 2017. 


It is important for the federal government to 
remind event organizers that they must take 
linguistic duality into account. In order to fully meet 
Canadians’ expectations during events, all services 
provided to participants and spectators must be 

in English and French, and these two languages 
must be heard and seen during the cultural 
activities. 


Planning is the key to a successful event. 
Organizing committees therefore need to be aware 
of Canadians’ expectations and understand what 
needs to be done in order to provide services in 
both official languages. 


SECTION 4 Is linguistic duality a fundamental value in Canada’? 


Appointing unilingual candidates to 
_ high-profile positions: Awkward at best 


ISSUE 

The fall of 2011 was marked by the controversial 
appointments of two unilingual Canadians by the 
Governor in Council: one to the Supreme Court of 
Canada and the other to the position of Auditor General 
of Canada. These appointments had a substantial 
impact on public opinion throughout Canada. 


COMMISSIONER’S ACTIONS 

The Commissioner has often insisted that the 
ederal government take candidates’ language skills 
nto account when making Governor in Council 
appointments, particularly those of Supreme Court 
ustices, senior federal officials and agents of 


= — 


The Commissioner has also repeatedly pointed 

it that being able to communicate in English and 
ench is an essential leadership skill for many 
enior federal officials. The bilingualism of these 
eaders plays a major role in federal institutions’ 


COe sti SS 


mployees and the public, and reflect Canadian 


a 

comply with their language obligations to their 

e 

values across the country and around the world. 


The Commissioner took action on this issue after 
receiving 43 complaints about the appointment 
of a candidate who was not proficient in both 
official languages as Auditor General of Canada. 


6. Language Skills Act, 2013, c. 36, s. 2 


Parliament, including the Auditor General of Canada. 


bility to work effectively in both official languages, 


The Commissioner conducted an investigation 

and concluded that the Privy Council Office had 

not ensured that the language obligations set 

out in the Official Languages Act were taken into 
consideration when determining the linguistic profile 
of the position to be filled and when recommending 
candidates to the Governor in Council. 


The Commissioner reminded the Privy Council 
Office that the language requirements must 
accurately reflect the nature of each position and 
the scope of the incumbent’s responsibilities. 

He recommended that the institution take the 
requirements of the Act into account when 
determining the linguistic profile of positions 

to be filled. He also recommended that, when 
proficiency in both official languages is deemed 
essential to carry out the duties of a position, the 
Privy Council Office ensure that the candidate 
selected has the required skills at the time of his 
or her recommendation to the Governor in Council. 


ASSESSMENT OF THE CURRENT SITUATION 
Since 2011, the public debate surrounding the 
appointment of unilingual candidates to key 
positions in the federal public service has moved 
forward. The New Democratic Party’s Bill C-419, 
concerning the language skills of agents of 
Parliament, was tabled in 2012 and passed in 


June 2013. The Commissioner strongly supported 
Bill C-419, which was in line with his own 
recommendations to the Privy Council Office. The 
new Language Skills Act stipulates that any person 
appointed to certain offices, including that of the 
Auditor General of Canada, “must, at the time 

of his or her appointment, be able to speak and 
understand clearly both official languages.”° 


NEXT STEPS 

The Commissioner believes that the Language 
Skills Act sends a clear message that language 
skills are more than an asset. The Privy Council 
Office should declare that proficiency in English or 
French as a second language is a prerequisite for 
any key position for which an appointment is made 
by the Governor in Council. A bold statement like 
this coming from the Privy Council Office might 
encourage universities to increase their efforts to 
provide second-language learning opportunities to 
their students, which would in turn help to create 
pools of bilingual candidates. 


In early 2013, the Commissioner initiated a study 

to identify how the Privy Council Office determines 
the language requirements of positions whose 
incumbents are appointed by the Governor in Council. 
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section 5 


MODULE 5.1 
AUDITS AND AUDIT FOLLOW-UPS: 2006-2013 


MODULE 5.2 
OVERVIEW OF COMPLAINTS: 2006-2013 


Analysis of audits and complaints: 
2006-2013 


As Canada’s official languages ombudsman, the Commissioner, like his 
predecessors, plays the role of watchdog by investigating complaints and 
conducting audits. 


Most complaints received by the Commissioner between 2006 and 2013 
came from the National Capital Region and the provinces of Ontario and 
Quebec, and primarily concerned a lack of French on the part of federal 
institutions. 


According to the audits conducted by the Commissioner over the 

past seven years, some federal institutions are experiencing recurring 
problems. These problems could be resolved by systematically applying 
the virtuous circle of implementing the Official Languages Act 


1. For more information about the virtuous circle of implementing the Official Languages Act, 
please see page 2. 
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Audits and audit follow-ups: 2006-2013 


ISSUE 
The Commissioner plays a proactive role by 
conducting audits to measure federal institutions’ 
and other organizations’ compliance with the 
Official Languages Act. 


An audit assesses how well an institution 

is meeting its obligations under the Act and 
emphasizes prevention by identifying shortcomings 
as they emerge and before they become systemic 
problems. The Commissioner calls on the 
managers of an audited institution to develop an 
action plan to respond to issues identified during 
the course of the audit. 


The final audit report includes the findings of the 
audit team, the Commissioner's recommendations 
and the action plan submitted by the institution in 
response to the recommendations. A follow-up is 
conducted 12 to 18 months after the publication 
of the final report to assess how the institution is 
implementing the recommendations. 


COMMISSIONER’S ACTIONS 

The Commissioner has conducted 10 audits 

and 9 audit follow-ups since October 2006. The 
purpose of the audits was to verify the compliance 
of selected federal institutions with a specific part 
of the Act, most often Part IV (communications 


with and services to the public) but also Part V 
(language of work) and Part VII (advancement of 
English and French). 


Looking at the series of audits as a whole, the 
following recommendations were common to a 
number of institutions: 


e Jake effective measures to raise awareness 
among managers and employees of their 
responsibilities under the Act. 


Develop, implement or update an action plan 
on the effective application of the Act, and 
ensure that the plan reflects the institution’s 
specific realities. 


Develop, implement or improve accountability 
frameworks for official languages in order 

to clearly define employees’ roles and 
responsibilities under the Act. 


e Consult with official language communities 

0 understand and take into account their 
needs when developing activities, services or 
programs. 


e |mplement monitoring mechanisms to ensure 
that activities comply with the Act. 


2. For more information about the virtuous circle of implementing the Official Languages Act, see page 2. 


The Commissioner also made numerous 
recommendations regarding the language 
requirements of positions, especially to institutions 
that provide services directly to the public: 


e Review the linguistic profiles of bilingual positions. 
e Raise the linguistic profiles of certain positions. 


e Ensure that employees meet the language 
requirements of their positions. 


ASSESSMENT OF THE CURRENT SITUATION 
Audit follow-ups revealed that most federal institutions — 
audited by the Commissioner implemented most 

of his recommendations and took concrete, 

effective measures to address their shortcomings in 
implementing the Act. Several institutions, however, 
could do more to address the issues identified during 
audits and improve their overall performance when it 
comes to official languages. 


NEXT STEPS 

Federal institutions need to demonstrate leadership 
and ensure that the elements of the virtuous circle 
of implementing the Official Languages Act? are 
present in their approach to official languages. This 
way, they can successfully implement an audit’s 
recommendations and achieve sustainable results. 
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The Commissioner protects the language rights of re 1 


Canadians and promotes the equality of English ADMISSIBLE COMPLAINTS, B ER OVINCE/TERRITORY (2006-2013 
and French in Canadian Society. The Commissioner | 2006 | 2007 | 2008 2009 | 2010 | 2011 | 2012 TOTAL 
receives and reviews complaints, investigates 2007 | 2008 | 2009 | 2010} 2011.) 2012 | 2013 . 


those that are deemed admissible and makes 


any necessary recommendations Eee Labrador ° à 
: : Prince Edward Island 30 16 We i 7 3 3 93 
Nova Scotia 59 58 42 3 62 33 9 290 
New B ick 81 49 49 43 35 36 24 Say 
ADMISSIBILITY OF COMPLAINTS | ee 
i : 4 Quebec 93 90 66 68 505 65 70 947 
Filing a complaint does not automatically Notional: Canital Beat 
mean that it is admissible. For a complaint à hs Spec el SSI os et o gr | 436 
to be considered admissible, it must meet re ( =e ec) 
the following criteria: ae EEE 200 467. | 163.410 200 | 200°) 459° 14.967 
e |t involves a federal institution. | Ontario 89 95 105 956 51 77 52 1.425 
e lt relates to an obligation under the Manitoba 31 50 19 07 10 25 20 182 
D hed * Saskatchewan 7 7 6 8 3 2 2 |, 5 
e It concerns a specific incident or series EB Alberta 33 97 der SE EU 41 13 9 146 
dt British Columbia RENE EN EE a es 
Yukon ? 3 1 1 3 0 0 10 
Northwest Territories 0 3 3 2 0 1 0 9 
Nunavut 0 0 0 0 1 0 0 1 
Outside Canada 8 9 11 10 8 6 9 61 


| 606 | 1,477) 981 


Analysis of audits and complaints: 2006-2013 


The Commissioner received 5,405 admissible 
complaints between 2006 and 2013. Table 1 
shows that the largest number of complaints 
came from Ontario (1,425), the National Capital 
Region in Ontario (1,261) and Quebec (947). It 
is important to note, however, that a significant 
proportion of the complaints from Ontario and 
Quebec were related to events such as the 
budget cuts at CBEF Windsor radio station 

(876 complaints received in 2009-2010 alone 
in Ontario) and language-of-work issues such 
as supervision, training and work tools at Air 
Canada’s Montréal office (437 complaints received 
in 2010-2011 alone in Quebec). 


The annual number of complaints filed with the 
Commissioner decreased from 774 in 2006-2007 
to 415 in 2012-2013. This decrease was 
particularly evident outside the National Capital 
Region, where the number of complaints fell by 
55% between 2006 and 2013. In the National 
Capital Region, the number of complaints also 
fell—by 37%. 


TABLE 2 
FEDERAL INSTITUTIONS WITH THE 
MOST COMPLAINTS (2006-2013) 


NUMBER OF 
FEDERAL INSTITUTION COMPLAINTS 
CBC/Radio-Canada 922 
Air Canada 858 
Canada Post 282 
Canada Border Services Agency 209 
National Defence 202 
Canadian Heritage 184 
Service Canada 175 
Public Works and Government 151 
Services Canada 
Correctional Service of Canada 134 
Royal Canadian Mounted Police 134 


Among the federal institutions that had the most 
complaints filed against them from 2006 to 2013, 
four were on the “top 10” list every year: 

Air Canada, Canada Post, the Canada Border 
Services Agency and National Defence. 


The institution that generated the most complaints 
was CBC/Radio-Canada, with 922 complaints. 
The budget cuts at CBEF Windsor radio station 
were the cause of 876 of the 885 complaints 
filed in 2009-2010. Only 37 complaints were 
filed against the public broadcaster in the other 
six years combined. 


Air Canada was the object of the second highest 
number of complaints over seven years (858). 
Although the complaints against the Air Canada 
office in Montréal accounted for more than half 
(51%) of the total in only one year (2010-2011), 
the national carrier still generated a high number 
of complaints every year. 


Canada Post had 282 complaints filed against it 
between 2006 and 2013; however, no single event 
caused a significant number of these complaints. 
The number has been steadily decreasing, though, 
from 57 in 2006-2007 to 36 in 2012-2013 

(a 37% drop). 
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MODULE 6.1 

INTERVENING BEFORE THE COURTS 
MODULE 6.2 

RENEWING THE COMMISSIONER'S ROLE AS 
CANADA'S LANGUAGE OMBUDSMAN 
MODULE 6.3 

PROMOTING LINGUISTIC DUALITY THROUGH 
REGIONAL OFFICES 


MODULE 6.4 
COMMISSIONER'S ACTIVITIES: 2006-2013 


The Commissioner's changing role 


Shortly after he was appointed in 2006, the Commissioner decided that in order 
to make linguistic duality a Canadian value and strengthen the vitality of official 
language communities, he would be part cheerleader, part nag. In other words, he 


would both encourage 


and criticize federal institutions as needed. Over the past 


seven years, the Commissioner has adopted various measures to ensure the right 


balance between each 


He implemented a mor 


part of this dual role. 


e sustainable and efficient facilitated resolution process for 


complaints. He worked more closely with federal institutions to encourage them to 


acknowledge and addr 


ess their shortcomings before they got worse. He decided to 


bring language-related cases before the courts himself. He made some changes 


to how his office’s regi 
in promoting English a 


onal offices operate so that they could be more proactive 
nd French in Canadian society. He adopted a new, more 


systematic approach to deal with parliamentarians. 


In order to fulfill his du 


ties more effectively and efficiently, the Commissioner will 


continue to review and renew his approach. But above all, he will continue to 


maintain an open, ong 


oing and close relationship with members of civil society— 


especially representatives of official language communities—who are affected by 
official languages issues. 


Intervening before the courts 


ISSUE 

The Commissioner has a number of powers to 
protect the language rights of Canadians and 

to promote linguistic duality in Canada. The 
Commissioner’s power to intervene before the 
courts is not well-known among members of the 
ublic and of Parliament. Over the past seven 
ears, the Commissioner has reviewed the extent 
f this power to determine whether it would be 
ppropriate to exercise it proactively, in certain 
rcumstances, by applying for court remedies 
imself. 
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COMMISSIONER’S ACTIONS 

Between 2006 and 2013, the Commissioner 
intervened in 14 court cases relating to language 
ights guaranteed by the Official Languages Act or 
the Canadian Charter of Rights and Freedoms. He 
played a Strategic role, usually as an intervener, 
‘emedies initiated by complainants. Through 
hese interventions, the Commissioner has made a 
nique contribution to the language rights debate. 


=) 


The Commissioner played a particularly proactive 
role in three of these cases, whether as primary or 
co-appellant: 


e |n DesRochers v Canada (Industry), the 
Supreme Court of Canada ruled on the nature 
and scope of the principle of substantive 
equality pertaining to communications with 
and services to the public, pursuant to Part IV 
of the Official Languages Act. 


In Canada (Commissioner of Official 
Languages) v CBC/Radio-Canaaa, a case still 
pending, the Commissioner has asked the 
Federal Court to recognize his authority to 
investigate complaints against the national 
broadcaster. 


e In Thibodeau v Air Canada, a case still 
pending, the Supreme Court of Canada has 
been called upon to clarify the impact of the 
Montreal Convention on the remedial powers 
of the Federal Court and whether Air Canada 
has a systemic problem. 


1. For more information on CBC/Radio-Canada's budget cuts to CBEF Windsor, please see module 3.6, page 56. 


Since 2010, the Commissioner has consulted 
with community representatives, academics and 
legal professionals to clarify the criteria on which 
he should base his decisions as to whether he 
should intervene in legal proceedings initiated by 
a complainant or apply for a court remedy himself 
with the complainant’s consent. The two most 
important criteria to consider are: 


e the importance of obtaining the courts’ 
nterpretation of the scope of the language 
rights involved in a complaint received 
under the Act or the scope of the language 
obligations of the Canadian government and 
its institutions; and 
the impact of the case and its outcome on the 
development of official language communities 
or on the equality of English and French. 


The Commissioner applied these criteria for 

the first time, in a decision to use his power to 
intervene proactively before the courts by seeking 
a court remedy against CBC/Radio-Canada. The 
Commissioner’s decision was prompted by the 
results of his investigation into complaints about 
the national broadcaster’s budget cuts to CBEF 
French-language radio station in Windsor, Ontario. ' 
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ASSESSMENT OF THE CURRENT SITUATION TABLE 1 
The courts contribute to advancing language rights THE COMMISSIONER'S INTERVENTIONS BEFORE THE COURTS (2006-2013) 
and play a crucial role in implementing Canada’s 


linguistic duality. The decisions of the courts must ‘A | waa 

guide and encourage governments to strengthen Air Canada v Thibodeau, 2007 FCA 115: The Federal Court of Appeal confirmed that the 
their leadership and foster increased dialogue with 2006-2007 goal of Part IV of the Official Languages Act (communications with and services to the 
Canadians. This dialogue, in turn, is the best way public) is to produce a specific result: in this case, to ensure that the travelling public has 
to achieve the substantive equality of English and equal access to services in English and French. 

French. Fédération des communautés francophones et acadienne du Canada v Canada (Attorney 

2007-2008 General), FC case number T-622-07: This case opposing the federal government's 

NEXT STEPS decision to abolish the Court Challenges Program of Canada was settled out of court. 


Parliamentarians need to be proactive when an 
ambiguity in legislation leads to inaction by the 
governmental and administrative structure, as 

is the case with the legislative gap involving the 
language rights of Jazz’s* employees and clients. 


Société des Acadiens et Acadiennes du Nouveau-Brunswick Inc. v Canada, 2008 SCC 15: 
The Supreme Court of Canada clarified the Royal Canadian Mounted Police’s obligations 
under the Canadian Charter of Rights and Freedoms when it acts on behalf of the 
province of New Brunswick. 


Northwest Territories (Attorney General) v Fédération Franco-Ténoise, 2008 NWTCA 06: 
The Northwest Territories Court of Appeal ruled on the obligations of the Government of 
2008-2009 the Northwest Territories under the Northwest Territories Official Languages Act. 


Northwest Territories (Attorney General) v Fédération Franco-Ténoise, 2009 CANLII 9789 
(SCC): The Supreme Court of Canada refused the Federation’s application for leave to 
appeal the judgment issued by the Northwest Territories Court of Appeal. 


DesRochers v Canada (Industry), 2009 SCC 8: The Supreme Court of Canada clarified the 
principle of substantive equality with regard to federal institutions’ language obligations in 
communications with and services to the public. 


2. For more information on the language obligations of Air Canada and its third-party contractors, such as Jazz, please see module 1.5, page 14. 
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TABLE 1 


PERIOD: 


2009-2010 


2010-2011 


2011-2012 


2012-2013 


THE COMMISSIONER'S INTERVENTIONS BEFORE THE COURTS (2006-2013) (cont) 


Temple v VIA Rail Canada Inc., 2009 FC 858: The Federal Court clarified the obligations of federal institutions with respect to the linguistic designation 
of positions, as set out in section 91 (Part XI) of the Official Languages Act, as well as the Federal Court’s jurisdiction to hear such matters. 


Nguyen v Quebec (Education, Recreation and Sports), 2009 SCC 47: In a unanimous decision, the Supreme Court of Canada found that the criteria in 
the Charter of the French Language for determining whether a child is eligible to receive instruction in publicly funded English-language schools limit 
the minority language education rights guaranteed by section 23 of the Canadian Charter of Rights and Freedoms. 


R. v Caron, 2011 SCC 5: The Supreme Court of Canada recognized the power of superior courts to grant interim costs in 
proceedings on language rights. 


Thibodeau v Air Canada, 2011 FC 876: The Federal Court was called upon to clarify the impact of the Montreal Convention on the 
Federal Court’s remedial powers and whether Air Canada has a systemic problem. 


Air Canada v Thibodeau, 2012 FCA 246: The Federal Court of Appeal ruled that, because of the provisions of the Montreal Convention, the Federal 
Court could not order Air Canada to pay monetary damages for violations of the Official Languages Act that took place on international flights. 


Michel Thibodeau et al. v Air Canada et al., SCC case number 35100: The Thibodeaus and the Commissioner of Official Languages were granted 
permission to appeal the Federal Court of Appeal’s ruling before the Supreme Court of Canada, because of the significant impact of this ruling on 
the scope of the Official Languages Act and on the effectiveness of the Federal Court's remedial powers. 


Canada (Commissioner of Official Languages) v CBC/Radio-Canada, 2012 FC 650: The Commissioner of Official Languages has asked the 
Federal Court to recognize his authority to investigate complaints against CBC/Radio-Canada. 


Conseil scolaire francophone de la Colombie-Britannique v British Columbia, 2013 SCC 42: In a 4-3 split decision, the Supreme Court of Canada 
found that the 7737 Actis still in force in British Columbia and that civil proceedings must be conducted in English. A judge presiding over civil 
proceedings in British Columbia therefore does not have the discretion to admit documents in other languages without an English translation. 
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ISSUE 

One of the Commissioner’s primary roles is to act 
as Canada’s language ombudsman. This involves 
listening to the concerns of Canadians and 
intervening with federal institutions to ensure that 
they take appropriate action to address issues of 
compliance with the Official Languages Act. The 
Commissioner has developed various tools and 
Strategies in order to be as effective as possible 
in this role. 


COMMISSIONER’S ACTIONS 

To improve the ombudsman services his office 
provides to Canadians, the Commissioner has 
made a number of changes to existing tools. For 
example, he has made his report cards more 
strategic and results oriented in evaluating the 
overall compliance of federal institutions with key 
sections of the Act. Discussions with heads of 
institutions as part of the report card process 
have become more frequent and proactive. 


The Commissioner has also created new tools. 
For instance, the facilitated resolution process 
introduced in 2009 focuses on settling complaints 


SECTION 6 The Commissioner's changing role 
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Renewing the Commissioner's role 
as Canada’s language ombudsman 


quickly and effectively. With this method, the 
Commissioner encourages institutions to resolve 
the issue raised in a complaint, without his having 
to determine whether the complaint is founded. 
The facilitated resolution process is now the 
preferred method for resolving complaints, unless 
the Commissioner or the complainant decides 
that the formal investigation process is more 
appropriate. 


Another new initiative involves sending semi- 
annual reports to various heads of federal 
institutions. These reports outline the status of 
the complaints against their organizations and 
highlight successes and concerns. 


The Office of the Commissioner increased its 
efforts in the area of prevention. For example, 
the awareness campaign on official languages 
conducted prior to the Vancouver 2010 Olympic 
and Paralympic Winter Games yielded positive, 
tangible results. 


The most recent innovation, launched in February 
2013, provides a secure on-line complaint form 
for federal employees or citizens who believe their 
language rights have not been respected. 


ASSESSMENT OF THE CURRENT SITUATION 
The Commissioner introduced the facilitated 
resolution process as an alternative to the 
formal investigation process in 2009. Within two 
years, this process was being used to resolve 
complaints 39% of the time. By 2013, two thirds 
of all complaints were being handled through the 
facilitated resolution process. 


The goal of the facilitated resolution process is to 
reduce the time required to address a complaint 
and effect changes in federal institutions’ 
practices. 


TABLE 1 
SERVICE STANDARDS FOR THE FORMAL INVESTIGATION 
PROCESS AND THE FACILITATED RESOLUTION PROCESS 


FORMAL INVESTIGATION FACILITATED RESOLUTION 


PROCESS PROCESS 
LEVEL OF USE OF EACH Used for 33% of all Used for 67% of all 
PROCESS IN 2012-2013 complaints complaints 
RECEPTION OF INT À 
oe eae PA AE QUE D 3 Working days 3 Working days 
INTIAL ICATI | 
D te À 2 Working days 2 Working days 
INITIAL COMMUNICATIO 
FEDERAL k STTUTION. Ja 15 working days 3 working days 
PUBLICATION OF 
PRELIMINARY REPORT Te SUIS 
PUBLICATION OF FINAL REPORT : 
OR END OF INVESTIGATION OTIC 90 working days 


NEXT STEPS 

Developing new strategies and tools helps the 
Commissioner to meet the needs of complainants 
more effectively and, ultimately, serve the needs 
of all Canadians. The Commissioner will continue 
to evaluate these tools in order to ensure their 
effectiveness and efficiency. 
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FIGURE 1 
COMPLAINT RESOLUTION PROCESSES 
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à 4 


FINAL REPORT WITH OR WITHOUT 
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Promoting linguistic duality 
through regional offices 


ISSUE 

Regional office staff are the Commissioner’s eyes, 
ears and voice outside of Ottawa. Working with 
federal offices and official language communities 
across the country, the Commissioner’s regional 
staff promote respect for the Official Languages 
Act and for Canadian linguistic duality. The 

more Canadians perceive linguistic duality as a 
fundamental value, the more official language 
communities will develop and thrive. 


COMMISSIONER’S ACTIONS 

To promote linguistic duality more effectively 
throughout Canada, the Commissioner has 
been refocusing the efforts of his regional 
offices over the past few years. This exercise 
will better align the regional offices’ actions 
with the Commissioner’s strategic priorities. It 
will also establish a better balance between the 
Commissioner’s initiatives for federal institutions, 
for official language minority and majority 
communities, while respecting the unique 
context of each region. 


The Commissioner allocated more resources to his 
regional offices in order to proactively intervene 
with federal institutions in these regions, to 
continue actively working with official language 
communities and to more effectively promote 
linguistic duality as a Canadian value to majority 
linguistic communities. 


ASSESSMENT OF THE CURRENT SITUATION 
The Commissioner's efforts to enhance the 
promotional role of his regional offices are 
producing significant results. 


The Vancouver Olympic and Paralympic Winter 
Games were held in 2010, but the Commissioner's 
regional office in Vancouver began ongoing and 
regular interventions in 2002 with the Vancouver 
Organizing Committee for the 2010 Olympic 

and Paralympic Winter Games. Throughout 
preparations for the Games, regional office staff 
provided advice on official languages issues such 
as bilingual signage and the presence of English 


3. Commissioner of Official Languages, Notes for an address at the Iqaluit Language Summit, \galuit, February 9, 2010. 
Online version (www.officiallanguages.gc.ca/html/speech_discours_09022010_e.php) consulted on March 31, 2013. 


and French during the Olympic Torch Relay. The 
regional office also facilitated dialogue between 
the Organizing Committee, British Columbia’s 
French-speaking community and umbrella 
organizations representing official language 
communities at the provincial and national levels. 


In February 2010, the Languages Commissioner of 
Nunavut, Alexina Kublu, invited the Commissioner 
to the Nunavut Language Summit in Iqaluit. The 
Summit sought to present the main issues 

related to the implementation of Nunavut’s Official 
Languages Act and the Inuit Language Protection Act. 


The regional office in Edmonton provided strategic 
advice and coordinated the logistics for the 
Commissioner’s participation in the Summit. The 
Commissioner talked with participants about how 
Official languages are promoted elsewhere in 
Canada. He explained the concept of substantive 
equality, which requires that “official language 
groups be treated differently, if necessary — 
according to their particular circumstances and 
needs—in order to obtain equivalent treatment.” 
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The Commissioner also pointed out that the quality 
of cooperation between the Nunavut government, 
the Inuit majority and Nunavut’s French-speaking 
community could serve as a model for the rest 

of Canada. 


In September 2012, the University of Calgary 
invited the Commissioner to attend its 
Multidisciplinary Approaches in Language Policy 
and Planning Conference. On the same trip, the 
Commissioner met with Naheed Nenshi, Mayor of 
Calgary, and the editorial committee of the Calgary 
Herald. These meetings, which were coordinated 
by the regional office in Edmonton, allowed him to 
share his insights on the importance of linguistic 
duality for Canadians in all provinces. They also 
gave him an opportunity to explain the situation of 
Quebec’s English-speaking communities. These 
types of visits and meetings are essential because 
they help leaders in Western Canada gain a better 
understanding of official languages issues. 


In November 2012, representatives of the 
Commissioner’s Manitoba and Saskatchewan 
regional office met with the Chief Executive 
Officer, members of the official languages 
committee and other employees of the Canadian 
Museum for Human Rights in Winnipeg. They 
gave a presentation on the Museum’s language 
obligations and answered many questions on how 
to develop an official languages policy. 


The collaborative work between the 
Commissioner’s headquarters in Ottawa, his 
regional office in Ontario and the Office of the 
French Language Services Commissioner of 
Ontario led to the signing of a Memorandum of 
Understanding in November 2012. This agreement 
enables both commissioners to “share information 
about investigations that fall under both 
jurisdictions and to work together on promotional 
initiatives and studies on how their respective 
governments are meeting their language 
obligations.” 


In 2013, the Commissioner's regional office in 
Quebec launched two youth projects. It produced 
a promotional video on linguistic duality based on 
the Commissioner’s interview on a bilingual radio 
show called the Anglais-French Show, during 

his visit to LaurenHill Academy, a high school in 
Saint-Laurent. The Quebec office also ensured 
that the Commissioner and his office enjoyed 

a significant social media presence during the 
Sherbrooke 2013 Canada Games. The Games 
were promoted as the place where Canada’s two 
official languages and cultures come together. 


Collaborative efforts between the Commissioner’s 
regional office in New Brunswick and the Office of 
the Commissioner of Official Languages for New 
Brunswick led to the signing of a Memorandum 
of Understanding in March 2013. This agreement 
enables both offices “to expand their cooperation 
in order to optimize their support to the citizens, 
official language communities and organizations 
that they serve. In particular, the agreement 
[allows] both offices to carry out joint studies 

and promotional activities.”° 


4. Office of the Commissioner of Official Languages, Commissioners Fraser and Boileau join forces to better protect Canadians’ language rights, News Release, Toronto, November 26, 2012. 
On-line version (www.officiallanguages.gc.ca/ntml/release_communique_26112012_e.php) accessed March 31, 2013. 


5. Office of the Commissioner of Official Languages, Graham Fraser and Michel Carrier mark the 20th anniversary of the recognition of the principle of equality of both official 
language communities in the Canadian Charter of Rights and Freedoms, News Release, Fredericton, March 6, 2013. On-line version (www.officiallanguages.gc.ca/html/release_ 


communique_06032013_e.php) accessed March 31, 2013. 


SECTION 6 The Commissioner's changing role 


As demonstrated in these actions and 
interventions, the Commissioner and his 
regional offices work to promote linguistic 
duality throughout Canada, with a focus on 
lew audiences, including new media, young 
Canadians, post-secondary institutions, 
provincial and municipal representatives, 
and private businesses. 


NEXT STEPS 

The Commissioner will continue to promote 
linguistic duality by optimizing the role and 
activities of his regional offices. 


SOTH ANNIVERSARY OF THE B AND B COMMISSION 


In 2013, the Commissioner signed an agreement with the University of Ottawa’s Official Languages 
and Bilingualism Institute and its Centre for Continuing Education. The objective of this agreement 
was to organize a series of events to commemorate the 50th anniversary of the Royal Commission 
on Bilingualism and Biculturalism, otherwise known as the B and B Commission. 


In February, the Commissioner delivered the inaugural lecture at the University of Ottawa, 
presenting the history and heritage of the B and B Commission. University partners in various 
cities across Canada then took over and gave each of the events a unique perspective specific 
to their region. The events in Toronto, Winnipeg and Moncton explored the history and legacy of 


the B and B Commission. The Montréal event presented various perspectives on bilingualism. 


In March 2013, a symposium on the legal influence of the B and B Commission was held during 
the National Metropolis Conference in Ottawa. 


The following month, the Commissioner travelled to Québec City to give a speech on the B and B 
Commission at the 81st Congrès de |’Association francophone pour le savoir. 


In June 2013, the series of events ended at the University of Ottawa with a final lecture whose 
participants included the first Commissioner of Official Languages, Keith Spicer, and former 
Governor General of Canada the Right Honourable Michaélle Jean. 
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To defend the language rights of Canadians, members of the public and employees of the TABLE 2 | 
promote linguistic duality or communicate the public service during private meetings and public MEDIA INTERVIEWS | = 
results of his work, the Commissioner appears events. The following tables show the breadth ASC AL YEA NUMBER OF ey 
before Parliament, intervenes in the media, takes and scope of the Commissioner's activities an catia: > INTERVIEWS W 
part in legal cases and engages in a dialogue with between 2006 and 2013. 2006-2007 146 
2007-2008 
TABLE 1 LE 
APPEARANCES BEFORE PARLIAMENT a | =e 2008-2009 90 
COMMITTEE 2009-2010 90 
2010-2011 61 
House of Commons 26 
. à: 2011-2012 50 
Standing Committee on Official Languages 21 
2012-2013 75 


Standing Committee on Canadian Heritage 1 
, TOTAL 651 


Standing Committee on Justice and Human Rights 


Standing Committee on the Status of Women 1 
Standing Committee on Access to Information, 1 
Privacy and Ethics 

Senate 14 
Standing Committee on Official Languages 11 
Standing Committee on Legal and Constitutional Affairs 2 
Committee of the Whole 1 
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TABLE 3 


INTERVENTIONS IN PRINT MEDIA 


PLACE OF PUBLICATION 


Yukon 


British Columbia 


Alberta 


Saskatchewan 


Manitoba 


Ontario 


Quebec 


New Brunswick 
Nova Scotia 


TOTAL 


NAME OF PUBLICATION 


(NUMBER OF OPINION 
LETTERS) 


The Vancouver Sun (1) 


Calgary Herald (1) 
Edmonton Journal (1) 
Edmonton Sun (1) 


Leader-Post (1) 


Winnipeg Free Press (1) 


Ottawa Citizen (9) 
National Post (5) 
The Globe and Mail (3) 
The Windsor Star (2) 
LeDroit (1) 
L'Express (1) 
Toronto Star (1) 


Le Devoir (3) 
The Gazette (2) 
La Presse (2) 
Chevery News (1) 
Le Quotidien (1) 
Policy Options (1) 


Acadie Nouvelle (1) 


39 


NAME OF PUBLICATION 
(NUMBER OF EDITORIAL 
MEETINGS) 


Aurore boréale (1) 


The Vancouver Sun (1) 


Calgary Herald (1) 


The StarPhoenix (1) 


Winnipeg Free Press (1) 


Maclean's (1) 
The Globe and Mail (1) 
Toronto Star (1) 


La Presse (1) 
La Tribune (1) 
Le Devoir (1) 
The Gazette (1) 
The Record (1) 


The Chronicle Herald (1) 
14 


TABLE 4 
SPEECHES" BY YEAR 


FISCAL YEAR 


2006-2007 
2007-2008 
2008-2009 
2009-2010 
2010-2011 
2011-2012 
2012-2013 
TOTAL 
“From 2006 to 2013 


NUMBER OF 


| SPEECHES 


361 


the Commissioner spoke 


to approximately 40,000 individuals during his 


speeches. 
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TABLE 5 
SPEECHES” BY AUDIENCE TYPE 


AUDIENCE | NUMBER OF SPEECHES 


Federal employees 88 
General public (festivities, service clubs, etc.) 58 
Students, parents and elementary or high school staff 32 
Official language minority community leaders 5à 
Universities and the research community 67 
Language industry professionals 5 

Legal professionals 12 
Other 46 
TOTAL | 361 


*From 2006 to 2013, the Commissioner spoke to approximately 40,000 individuals during his speeches. 


TABLE 6 TABLE 7 
LEGAL REMEDIES ANNUAL REPORT RECOMMENDATIONS* — STATUS OF IMPLEMENTATION 
Ya | NUMBER OF e | NUMBER OF 
FISCAL YEAR PEMEDIES STATUS OF IMPLEMENTATION RECOMMENDATIONS 
2006-2007 1 Recommendation implemented 8 
2007-2008 1 Recommendation partially implemented 10 
2008-2009 4 Recommendation not implemented | 
2009-2010 2 Recommendation to be implemented over the long term 
2010-2011 1 No response to date from the government 0 
2011-2012 1 Implementation status has yet to be confirmed' 11 
2012-2013 4 TOTAL | rs 
TOTAL | 14 * Recommendations of the Commissioner of Official Languages published in his annual reports to Parliament 
| t Recommendations too recent for immediate follow-up (recommendations are usually followed up within 


two years after the Commissioner's annual report has been tabled) 
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Conclusion 


Since 1969, when the Official Languages Act was passed, linguistic duality has become increasingly 
important to Canadians. This report shows, however, that over the past seven years, the federal 
government and its institutions have not been making nearly enough effort to support it. 


Today, as was the case seven years ago when the Commissioner was first appointed, too many federal 
institutions are still struggling to serve the Canadian public routinely in both official languages. 


Many have still not developed the reflex of using greetings such as “Hello! Bonjour!” to indicate that service 
is available in both official languages and that everyone is free to use English or French when dealing 

with federal institutions that have language obligations. It is essential for all institutions —especially those 
that top the “most complaints” list year after Year —to understand that, in person, on the telephone and 
over the Internet, the active offer and service in both official languages are not optional. They are two key 
dimensions of quality service. 


Some institutions are still acting as though they have nothing to do with their third party service providers’ 
compliance with the Act. Ultimately, however, institutions are solely responsible for ensuring that the 
language rights of the public and of official language communities are fully respected, and they must act 
accordingly when adopting new ways 

of providing services. 


Regardless of whether they serve the public 
directly or through a third party, federal institutions 
need to show stronger leadership to ensure that 
all members of the public have access to service 
of equal quality in both official languages. It is 

also important for Parliament to act promptly 

when legislation, or a lack thereof, proves to be 

an obstacle to progress. In the short term, the 
Canadian government needs to give greater 
priority to Bill C-17, which seeks to fill the 
legislative gap relating to the language obligations 
of Air Canada’s third-party contractors, including 
Jazz. With regard to Bill S-211, which seeks to 
modernize Part IV of the Act (communications 

with and services to the public) and integrate the 
concept of federal institutions’ having to provide 
services of equal quality in English and French, the 
approach proposed by the Bill should be supported 
by Parliament. 


This report shows that a plateau has also been 
reached when it comes to language of work. For 
example, many federal employees from official 
language communities are still unhappy with the 
status of their language in the workplace. Many 
French-speaking federal employees are still not in 


a position where they can freely choose to write 
documents in French, and regional personnel 
seem to have more difficulty getting access to 
language training. To make matters worse, the 
increasing number of major changes that the 
public service is going through could jeopardize 
some of the progress made in recent decades in 
terms of language-of-work purposes. 


To reach their full potential, both creatively 

and productively, federal employees in regions 
designated as bilingual for language of work need 
to be able to work in an environment that values 
English and French. Only by creating this kind of 
environment can the federal public service reflect 
Canada’s linguistic duality. By allowing members 
of official language communities to develop 
professionally in their own language, the public 


service can help to strengthen these communities. 


It is time for federal institutions’ senior executives 
and managers at all levels to lead by example and 
use their behaviour, decisions and actions to send 
a clear message: whether verbally or in writing, 
both English and French have an equal place in 
the workplace in regions designated as bilingual 
for language-of-work purposes. 


Over the past seven years, support for official 
language communities has also had some 
setbacks. For example, the federal government 
and its institutions have made significant budget 
cuts and changes to policies and programs without 
always considering the impact on official language 
communities. And too many federal institutions 

are still hesitating or even refusing to take positive 
measures to strengthen these communities. 


In the current climate of budget restraint and 
cutbacks, it is certainly positive news for official 
language communities that the government 

has developed a new five-year plan for official 
languages called Roadmap for Canada’s Official 
Languages 2013-2018: Education, Immigration, 
Communities. However, certain elements of this 
new plan are perplexing. For example, the 2013-— 
2018 Roadmap reduces funding for minority 
language education and second language learning. 
It has no funding for Canadian Heritage and the 
Treasury Board of Canada Secretariat to coordinate 
official languages throughout the public service. An 
immigrant language training program was added, 
but it is an existing program that has merely been 
moved, not created, and does not target official 
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language communities or the learning of both 
official languages. Very few funds are allocated 
specifically to research and the collection of 
reliable data in support of policy development and 
decision making in the area of official languages. 
Little effort was made to guarantee funding for 
research and language statistics on an ongoing 
basis, in particular within Statistics Canada. Such 
funding is crucial, however, in order to obtain 

a picture of the linguistic trends in the country 
and to better understand Canada’s English- and 
French-speaking communities. 


These examples suggest that the Government of 
Canada has not been particularly receptive to the 
recommendations made by the Commissioner 
before parliamentary committees and in his 
2011-2012 annual report. Although the 
Commissioner has not received an official 
response from the government, the content of the 
2013-2018 Roadmap seems to indicate that his 
recommendations have been rejected. 


Still, the 2013-2018 Roadmap does have 

the potential to contribute much to the vitality 

of official language communities and to the 
promotion of Canada’s linguistic duality. Whether 
this potential can be realized will be seen in the 


CONCLUSION 


coming year, as the roadmap’s initiatives begin to 
be implemented. The government will also likely 
use the next few months to clarify the direction 

it plans to take in terms of official languages. 
Specifically, the government will have to explain 
how it intends to ensure that official languages 

are effectively coordinated within the federal 
government and how key institutions like Canadian 
Heritage and the Treasury Board of Canada 
Secretariat will be involved. 


Many Canadians still do not feel as if they live in 

a country where linguistic duality is an important 
value, any more than they did seven years ago. 
There are a number of reasons for this. For 
example, even though the Vancouver 2010 
Olympic and Paralympic Winter Games were an 
overall success, both athletically and linguistically, 
the significant shortcomings in terms of French 
content in the cultural component of the opening 
ceremony of the Olympic Games left a bitter 

taste for many Canadians. The appointment of 

a unilingual Auditor General also caused some 
serious reactions across the country. And because 
the federal government has not made it a priority 
to create a true official-language-learning 
continuum, many young Canadians are less 
bilingual than they could have been or would have 
liked to have been. 


Between now and 2017, when we celebrate the 
150th anniversary of Confederation, Canada will 
have many remarkable occasions to celebrate 
linguistic duality, and we must make every effort 

to take full advantage of these occasions. For 
example, it is essential to ensure the equality of 
both official languages in 2015 at the Pan American 
and Parapan American Games, which will be held in 
Toronto, Ontario, and at the Canada Games, which 
will be held in Prince George, British Columbia. The 
Canadian government and its federal institutions 
must not limit themselves to promoting linguistic 
duality only at major events like these. Every 
decision they make, from the simplest to the most 
complex, is an opportunity for them to contribute to 
the advancement of English and French within both 
the public service and Canadian society. 


However, they do not seize this opportunity 

nearly often enough. It seems as though the 
budget constraints of the past several years are 
sometimes used as an excuse by the federal 
government and its institutions for neglecting 

or purposefully ignoring their official languages 
responsibilities. Even more troubling, these budget 
cuts all too frequently lead to actions that, when 
taken individually, seem benign, but when taken 
together have very negative effects on linguistic 
duality that may be difficult or impossible to reverse. 


This is not the way it has to be. The Canadian 
government can build some much-needed 
momentum by demonstrating stronger leadership 
and by sending its institutions a constant and 
consistent message that they must not put official 
anguages on hold until their financial situation 
improves or until other, seemingly more important 
issues have been resolved. Federal institutions 
might then begin to see that linguistic duality 

is a fundamental value and that supporting it and 
strengthening it have a positive impact on service 
to the public, performance of federal employees, 
the vitality of official language communities, and 
Canada’s international competitiveness. 


The Royal Commission on Bilingualism and 
Biculturalism was created in 1963. Since then, 
Canadian society has changed enormously, 
especially with globalization and the emergence 
of information technology. Linguistic duality is still 
just as important, however, and it is still at the 
heart of Canada’s identity. 


Royal Commission co-chairs André Laurendeau 
and Davidson Dunton often began their Canada- 
wide consultations with the following two-part 


question: Can English-speaking and French- 
speaking Canadians live together, and do they 
want to? Even today, not everyone answers “Yes” 
in the same way. Some enroll their children in an 
immersion program or learn English or French 
before they travel. Others listen to music in the 
other official language, use their second official 
language to talk to a colleague, or object to a 
unilingual event or candidate appointed to a key 
post. And many accept that some Canadians live 
in English, some Canadians live in French, and all 
Canadians have the right to expect both official 
languages to be recognized and their language 
rights to be respected. Even though not everyone 
has the same way of showing it, most people 
currently support the idea that linguistic duality is 
one of Canada’s strengths and that English- and 
French-speaking Canadians can live together and 
do want to. 


As the 150th anniversary of Confederation 
approaches, it is time for the Canadian 
government and its federal institutions to lead 
the way and live up to Canadians’ expectations 
so that we can celebrate linguistic duality as the 
fundamental value that it has undeniably become 
with the passage of time. 
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RECOMMENDATION 1 
Federal institutions need to recognize language skills in the same way as any other 
leadership skill and must invest in the professional development of their employees. 


The Commissioner of Official Languages recommends that the deputy heads of federal institutions 
establish a directive on language training within their institution by October 31, 2014, if they have 
not already done so. 


The Commissioner of Official Languages recommends that the President of the Treasury Board verify 
that federal institutions have established a directive on language training, and that he report back to 
Parliament during the fiscal year 2014-2015. 


RECOMMENDATION 2 

The funding allocated to the horizontal coordination role played by the Treasury 
Board of Canada Secretariat and Canadian Heritage no longer appears on the list of 
investments in the Roadmap for Canada’s Official Languages 2013-2018: Education, 
Immigration, Communities. Official languages programs all rely on an administrative 
infrastructure that facilitates the implementation of proposed initiatives and 
encourages rigorous accountability. 


The Commissioner of Official Languages recommends that, as part of their respective 
responsibilities, the Minister of Canadian Heritage and Official Languages and the 
President of the Treasury Board: 


e develop a new horizontal management and accountability framework for the Roadmap for 
Canada’s Official Languages 2013-2018: Education, Immigration, Communities by October 31, 2014, 


e ensure rigorous accountability and coordination of the 2013-2018 Roadmap, and 


e continue to have an open dialogue with groups targeted by the investments in the 
2013-2018 Roadmap and inform Canadians of the results. 


RECOMMENDATIONS 


RECOMMENDATION 3 
The Strategic Plan to Foster Immigration to Francophone Minority Communities expired at the end of March 2013. 


The Commissioner of Official Languages recommends that, by October 31, 2014, the Minister of Citizenship and Immigration, 
in cooperation with official language minority communities, provinces, territories and federal institutions, implement a follow-up 
initiative to the Strategic Plan to Foster Immigration to Francophone Minority Communities, and specify 

the roles and responsibilities of the various partners, ways of achieving the planned results, and the evaluation and data 
collection mechanisms. 


RECOMMENDATION 4 
Data from the 2011 Census revealed a troubling decline in bilingualism outside of Quebec. 


The Commissioner of Official Languages recommends that, by October 31, 2014, the Minister of Canadian Heritage and Official 
Languages establish clear objectives to raise the level of bilingualism among Canadians and reverse the decline in bilingualism 
among Anglophones by 2017. 


RECOMMENDATION 5 

The Commissioner of Official Languages of Canada, the French Language Services Commissioner of Ontario and 
the Commissioner of Official Languages for New Brunswick joined forces to conduct a study on the bilingual 
capacity of the superior court judiciary and recommend solutions to encourage Canadians to exercise their right 

to justice in the official language of their choice. Implementing these solutions depends on a collaborative approach 
between Canada’s Minister of Justice and his provincial and territorial counterparts, as well as the superior court 
chief justices. 


The Commissioner of Official Languages recommends that, by September 1, 2014, the Minister of Justice and Attorney General of 
Canada implement a collaborative approach with his provincial and territorial counterparts to ensure that the bilingual capacity of 
Canada’s superior court judiciary is consistent and appropriate at all times. 
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RECOMMENDATION 6 

Under the Official Languages Act, the Treasury Board of Canada Secretariat is required to report on federal institutions’ 
compliance with Parts IV, V and VI of the Act, while Canadian Heritage coordinates and reports on the implementation of 

Part VII. Since 2012-2013, Canadian Heritage and the Treasury Board of Canada Secretariat have jointly sent a questionnaire 
to federal institutions to assess their performance with respect to Parts IV, V, VI and VII of the Act. This questionnaire is used to 


prepare the official languages annual reports of the President of the Treasury Board and the Minister of Canadian Heritage and 
Official Languages. 


The Commissioner of Official Languages recommends that, starting in 2013-2014, the President of the Treasury Board and the Minister of 
Canadian Heritage and Official Languages add questions to their assessments in order to determine the impact of budget cuts as a result of 
the 2011 Deficit Reduction Action Plan. These questions should reveal: 


e the changes to resources and governance structures of federal institutions’ official languages programs, at both the regional and 
national level: and 


e the impact of budget cuts on federal institutions’ ability to fulfill their official languages obligations under each part of the Act. 


RECOMMENDATIONS 
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